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Foreword 


The National Policy on Education 1986 has placed great emphasis on restructuring the 
content and syllabi of different courses at the school stage, The NCERT has already 
developed the curriculum and syllabi in several subjects for various stages of school 
education. At the Higher Secondary stage, the pupil is expected to study some subjects 
according to his/her aptitude. Subsequently, the pupil may either pursue higher studies or 
enter the world of work after completing twelve years of formal education at the school. 

The NCERT has set up an Advisory Board under the Chairmanship of Professor P.K. 
Ghosh, Professor of Commerce at the University of Delhi and formerly Vice-Chancellor of 
North Bengal University, to develop syllabi and instructional materials in Business Studies 
and Accountancy. Office Administration is an optional course in Business Studies. Two 
teams were formed for developing textbooks, one for Office Administration and the other 
for Costing. Professor Ghosh was the Chairman of the team for developing the textbook in 
Office Administration for Class XII. The draft of the textbook was prepared by Professor 
Ghosh, Ms Minoo Nandrajog, Dr M.M. Gulati, Dr T.N. Chhabra, Dr P.C. Jain and 
Ms Poonam Verma. The draft was discussed and reviewed in three workshops attended by 
practising teachers from schools and subject experts from colleges and universities. 
Thereafter, the manuscript was finalised keeping in view the comments and suggestions 
made at these workshops. 

I am grateful to Professor Ghosh for providing valuable academic guidance and expert 
advice at all stages in the developmentof this textbook. The book was also edited by him 
before it was sent for publication. I am also thankful to my former colleague Professor R.G.. 
Saxena for coordinating the entire work relating to the preparation of this textbook and to 
Ms Minoo Nandrajog, Lecturer in Commerce in the NCERT’s Department of Education in 
Social Sciences and Humanities, who assisted him in this task. 

The development of curriculum and instructional materials is an on-going process. The 
Council will welcome suggestions from the readers on.any aspect of this book. 


Dr K. Gopalan 
Director 

National Council of Educational 
Research and Training 




Preface 


Business studies constitutes an important component of the commerce courses at the plus 
two stage of school curriculum. It has been designed as far as the academic stream is 
concerned to comprise four modular courses for Classes XI and XII. The two semester 
courses of Class XI are devoted to the organisational aspects of business, trade and 
commerce. In the third semester of Class XII a pupil is expected to learn the course on the 
Principles and Functions of Management; the fourth semester course is, however, optional. 
The options open to students are Functional Management, Office Administration, and 
Factory Organisation. 

Modem business enterprises have diversified their activities and their problems have 
become more complex. All modem organisations are required to have an office. Office 
Administration, therefore, becomes an integral part of business organisation and manage¬ 
ment. The office provides a link with the outside world. It is a service department without 
which the business cannot function. The administration of an office involves planning, 
organising, and controlling office activities like filing, duplicating, mailing, correspondence, 
etc. An efficiently managed office can make a significant contribution to the growth and 
success of a business enterprise. Therefore, it becomes imperative for the pupil to be 
acquainted with some aspects of Office Administration. 

Office Administration covers the fourth semester course of Business Studies at the 
secondary stage. The text includes a systematic study of all office activities as well as its 
functions and principles of office organisation. It also discusses the office layoutand the flow 
of work in an office. The chapters have been written strictly according to the syllabus and 
arranged section-wise with sub-headings. The learning objectives are outlinpd at the 
beginning and a summary given at the end of each chapter followed by three types of 
questions. 

An effort has been made to make the text easily understandable to the young readers and 
also to assist them in preparation far their examinations. The concepts and principles are 
explained in a simple language to facilitate comprehension. 

We are thankful to Prof. M.M. Nlishra of the University of Jammu for joining the 
discussions at the various stages for reviewing the manuscript We are also grateful to 
Prof. Arjun Dev, Head of the Department of Education in Social Sciences and Humanities, 
NCERT for his unfailing encouragement and assistance m the project. We hope the book 
would prove useful to the com muni ty of students and teachers. Their suggestions and critical 
response to the book would be of great help to us. 
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Chapter 1 


Nature and Functions of Office 


LEARNING OBJECTIVES 

Afler studying this-chaptcr, you should bc ahle to — 

— define the term ‘office’, 

— describe office administration 

— explain the significance of office. 

— state the relationship of the office with other departments. 

— identify the basic functions of the office., '' 

— list the auxiliary functions of the office' \ 

— describe the functions of the office manager. V ' 

— explain the role and importance of the office manager. 

— state the position of'the office manager in an organisation. 


1.1 INTRODUCTION ft ling, mailing, reproduction, etc., must be con- 

Every modern organisation is required to have trolled and supervisedproperly. For this purpose 
an office. Whether it is a school, hospital, fac- the office is generally put under the charge of an 
tory or trading firm, the existence of an office is office manager. For efficient performance of 
a must to perform the necessary clerical work, office work, the office manager performs the 
An office is a place where all types ofclerical^ managerial functions, namely, planning, organi- 
operations are performed. It is through the office sing, staffing, directing and controlling. In this 
that an organisation has con tacts with the outside chapter, we snail explain the meaning and func- 
world. Because of the importance of the office in tions of the office and the role and importance of 
modern organisations, its activities such as the office manager. 
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OFFICE ADMINISTRATION 


1.2 MEANING AND DEFINITION OF 
OFFICE 

In common parlance, an office is defined as a 
place where all sorts of paper work is done. In 
other words, the term ‘office’ is generally con¬ 
nected with clerical work. Taken in this sense, the 
office work is mainly concerned w ith the records 
of the enterprise — making and preserving rec¬ 
ords and making them available as and when 
necessary. But this definition does not give a 
complete picture of the modem office, The work 
done by a receptionist, telephone operator and 
electronic data processor is an important part of 
the office work. Thus, the work performed in the 
office consists of many more tilings than merely 
clerical work. 

Sometimes, the term ‘office’ is also used to 
denote the functions performed by the office 
staff. In this sense, it refers to the set of activities 
performed rather than the people who perform 
them and the place where they are performed. The 
office work may be done by the office staff at a 
place called ‘office’ or by a foreman at his/her 
chamber in the factory or by an executive at his/ 
her residence. Actually, itis notalways possible 
to centralise all office work at one place. Some 
part of it may have to be performed at places other 
than the place called office. For instance, the 
factory supervisor prepares schedules of factory 
production and records the performance of the 
workers and workshops at his/her table in the 
factory itself. Similarly, the finance manager of 
the business may do the budgeting exercise in 
the study room of his/her residence. 

We may define office as a service function 
concerned with the handling of records and pro¬ 
vision of various services like reproduction, 
mailing, filing, control of forms and stationery, 
etc., of an organisation. The office preserves 
records of correspondence, contracts, orders, 
reports, memoranda, etc., for use in the future It 
is also the service centre of business, organising 
services ]which are essential for the functioning of 


various departments. These services include 
typing and duplication, receipt and despatch of 
mail, management of supplies, etc. Whenever a 
particular department requires any of these 
services, it can make a request to the office for 
the same. S ome of the services may be organised 
in the using departments also But the over¬ 
all control of these services will rest with the 
office. 

Office Administration 

The office in a big organisation has several sec¬ 
tions dealing with reception, mailing, filing, du¬ 
plicating, and so on These must be organised 
and controlled properly if the office is to func¬ 
tion efficiently This task may be entrusted to an 
executive, known as Office Manager or Admin¬ 
istrator. It is the office manager who takes care 
of the administration of various services pro¬ 
vided by the office. Office Administration may 
be defined as planning , organising and control 
of office services and leading of office staff in the 
performance of office services. 

All the activities carried out by the office are 
also known as ‘administrative activities’ and, 
therefore, the office is viewed as the administra¬ 
tive cen tre of the organis ation. In some organisa¬ 
tions, the office manager is also known as 
administrative manager. 

1.3 IMPORTANCE OF OFFICE 

The importance of office arises out of the activi¬ 
ties undertaken by it The office preserves various 
records of the enterprise and provides necessary 
information for the management to take deci¬ 
sions. For instance, to fix the price of a new 
product, the management must have records of 
production and distribution costs, and take into 
account the nature of competition in the market, 
the prices of the substitute products and other 
relevant factors. All such information is required 
to be arranged by the office for the management 
to decide the product price. 
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The office is a service department. It pro¬ 
vides several services, such as typing, duplicat¬ 
ing, mailing and communication, to all the de¬ 
partments of the business. It also serves as a co¬ 
ordinating link between the departments by 
providing for effective inter-departmental com¬ 
munication. It is very well said that, an office is 
to a business what the main spring is to a watch. 
Like the main spring of a watch, the office occu¬ 
pies a central position in the modem business. 
Let us examine the importance of office in vari¬ 
ous respects. 

( I ) Source of Information . The basic purpose 
of an office is to provide information. Business 
executives may need information about costs, 
sales, prices, production, personnel, etc These 
are represented by facts and figures which must 
be collected and made available in easily usable 
form It is the work of the office to provide proper 
and adequate information to the right person at 
the right time and in the right form. The office is 
the store house of information and this is what 
makes the office so important. It receives infor¬ 
mation through letters, telephone calls, orders, 
invoices and reports on various activities of the 
business. In addition, the office also collects 
many other types of information which the man¬ 
agement may require. 

( II ) Coordination : The various departments of 
an organisation are interdependent. Each of-them 
requires information from other departments for 
its functioning. The exchange of information 
between them is facilitated by the office. For 
instance, customers' orders are received by the 
sales department through the office and this infor¬ 
mation is passed on to the production depart¬ 
ment through the office. It is the office which 
advises the customer about the despatch of his 
order and receives payment from him on behalf 
of the accounts department. Thus, the office 
brings together the activities of different depart¬ 
ments and coordinates their operations. 


(iii) Communication : Effective communica¬ 
tion between diffeient departments is necessary 
for the smooth working of the business. The 
office provides intercom service and messenger 
service for exchange of information between 
different departments. It also communicates 
managerial decisions and policies throughout 
the organisation in the form of orders, notices 
and circulars. The office is also the centre which 
links the business with the outside world. It at¬ 
tends to phone calls of outsiders, answers their 
queries and receives and gathers relevant infor¬ 
mation from them 

(iv) Aid to Management: The office helps in 
efficient management of the business. All mana¬ 
gerial functions, viz. planning, organising, staff¬ 
ing, directing and controlling are facilitated by 
the office. For the performance of these func¬ 
tions, the managers require accurate and ade¬ 
quate information, which is provided by the 
office. For instance, the past records are useful 
for making plans for the future. Personnel infor¬ 
mation is essential for staffing decisions and rec¬ 
ords of actual performance serve as a useful 
guide for controlling. 

(v) Public Relations : The office plays a vital 
role in projecting the progress and performance 
of the business among the public in a favourable 
light. It is continually m touch with the general 
public and the government agencies. For ex¬ 
ample, the office conveys to the public the ob¬ 
jectives, policies and programmes of the busi¬ 
ness. The suggestions and response of the public 
gathered by the office are conveyed to the man¬ 
agement. This helps the management in review¬ 
ing its plans and policies to meet the aspirations 
of the public. As a result, the public image of the 
business is enhanced. 

From the above discussion, it is obvious that 
the office plays an important role m the modem 
business. As a matter of fact, the success of the 
business depends, to a great extent, on the provi¬ 
sion of efficient services by the office. 
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1.4 RELATIONSHIP OF THE OFFICE 
WITH OTHER DEPARTMENTS 

Big business enterprises are divided into a num¬ 
ber of departments such as production, purchase, 
marketing, finance, accounting and personnel. 
The office is a service department, which is estab¬ 
lished to provide various services for each depart¬ 
ment. These services include typing and repro¬ 
duction, mailing, filing, forms and stationery 
control. The office also receives, analyses, records 
and stores information relating to the activities 
of various departments. It is responsible for 
providing therequired information to the various 
departments in the discharge of thier functions. 

The office of a business enterprise cannot 
function in isolation from other departments. In 
fact, the office is organised to provide various 
office services for all the departments to facili¬ 
tate their effective functioning. Therefore, it is 
essential that the office should always be in 
touch with the departments, and should render 
whatever services may be required by them. For 
instance, if the marketing department wants to 
send trade circulars to the customers, the office 
may arrange printing and despatch of the circu¬ 
lars. It is the office through which orders are 
received from the customers and this informa¬ 
tion is passed on to the production department so 
that production schedules are correlated with the 
orders received. The information may also be 
required by the purchase department for pro¬ 
curement of raw materials based on the orders 
booked. Thus, the office serves as an important 
link between different departments of the 
business. It gathers and receives information 
from them and preserves the records of the same. 
Whenever some information is needed by a 
department, the necessary records are passed on 
to it. This facilitates coordination in the func¬ 
tioning of various departments. 

In big, organisations, departmental offices 
may be organised to provide efficient office 
services for the concerned departments, If so, the 
central office lays down the necessary guide¬ 


lines for the control and supervision of activities 
of the departmental offices. However, certain 
common services such as procurement of office 
stationery, equipment, machines and furniture, 
inter-departmental communication, reproduction 
and forms control continue to be provided by the 
central office. It also transmits the policies and 
instructions of the top management to the de¬ 
partmental managers and passes on their com¬ 
ments, suggestions and reports to the top man¬ 
agement. Thus, the office facilitates two-way 
communication in the organisation and attempts 
to coordmate the functioning of various depart¬ 
ments. 

1.5 functions of the Office 

In the previous sections we have discussed the 
meaning and importance of the office and its re¬ 
lationship with other departments of -the 
organisation. We shall now discuss the functions 
of the office. The functions may be classified 
into two broad categories • (i) Basic functions for 
which the office is usually organised, and (ii) 
Auxiliary functions that are incidental to the 
basic functions of the office." 

1.5.1 Basic Functions 

The basic functions, also known as primary 
functions, are essential to an office. They are 
performed by every office irrespective of its size 
and the volume of activities. These functions 
include: 

(i) Receiving and collecting information 

(ii) Processing information. 

(lii) Recording information. 

(iv) Storage of information. 

(v) Furnishing information. 

Since all these functions are mainly con¬ 
cerned with management of information, the 
office is also regarded as an information centre. 
The basic functions of the office are discussed 
below. 

(l) Receiving and Collecting Information: The 
office is continually engaged in receiving and 



NATURE AND FUNCTIONS OF OFFICE 


5 


collecting information from both internal and 
external sources, Internally the office receives 
information from various other departments of 
the organisation For instance, it collects pro¬ 
duction figures from the manufacturing depart¬ 
ment at regular intervals and also gets sales 
figures periodically from the marketing depart¬ 
ment. Such information is received in the form 
of statements, reports, memoranda, and so on 
The office also receives information from exter¬ 
nal sources, other orgamsauons and government 
departments. The information may relate to the 
products offered and the pricing policies of com¬ 
peting firms, performance of the industry and 
government policies regarding corporate tax, 
import and export, licensing, excise duty, etc. 
Theexternal sources of information include gov¬ 
ernment publications, trade journals, expert reports, 
newspapers and correspondence. 

(n) Processing Information . The information 
received and collected by the office has to be 
processed systematically, so that it may be use¬ 
ful for management purposes. Processing in¬ 
volves sorting out information for different pur¬ 
poses, classifying the same, making calcula¬ 
tions, if necessary, and arranging the informa¬ 
tion in proper form so as to be useful to the man¬ 
agement. For instance, weekly information re¬ 
lating to sales may be sorted out and classified by 
products and regions. The weekly sale figures 
may be added for successive months and then 
tabulated to show weekly and monthly changes 
in the sal# figures for different products and 
regions 

(iii) Recording Information • After the infor¬ 
mation has been processed, it is recorded prop¬ 
erly so as to ensure ready availability of the 
required information. It is the office manager 
who decides what records are to be maintained 
for future reference. The information which will 
have no future use, is destroyed. Records of cer¬ 
tain information such as trade circulars, corre¬ 
spondence with customers, price lists, etc., are 


preserved for a short period. But there are also 
records and documents which are to be pre¬ 
served for a long period or even permanently. 
Examples of such records are : Certificate of 
Incorporation, Memorandum of Association, 
Articles of Association, Contracts, Licences, 
etc. The office has also to maintain certain 
records to fulfil the requirements of various laws 
for instance, Register of Members under the 
Companies Act, Muster Roll of the workers 
under the Factories Act, and so on. Recording of 
information is necessary for future reference and 
use by the management in decision-making It 
may be helpful as a proof in case of disputes with 
other organisations on certain matters. As a 
matter of fact, the records serve as the history of 
the organisation on which the future decisions 
can be based 

(iv) Storage of Information . The records of in¬ 
formation of various kinds are preserved m proper 
files, which are stored in filing cabinets or open 
shelves Fire-proof cabinets may be used for 
preserving very important documents such as 
agreements, licence, certificate of incorpora¬ 
tion, etc The files are so arranged that they can 
be easily located and used. Those which arc of 
recurrent use, are kept handy. 

(v) Furnishing Information ' The office pro¬ 
vides the information required by different de¬ 
partments for taking decisions and acuons. For 
instance, the production department may be pro¬ 
vided with the files of customers’ orders to pre¬ 
pare the delivery schedules. Besides, the office 
transmits the decisions and instructions of the 
top management. On the other hand, informa¬ 
tion regarding new substitutes, new materials, 
amendments in laws, changes in government 
policies, etc , must be reported to the top man¬ 
agement. Sometimes, outsiders also seek infor¬ 
mation from the office. Information is given to 
outsiders in the form of notices, circulars, cata¬ 
logues, etc 
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1.5.2 Auxiliary Functions 

In addition to its basic functions, the office also 
undertakes a wide variety of other functions* 
which are called auxiliary or administrative 
management functions These functions are in¬ 
cidental to the execution of the basic functions of 
the office. A modern office cannot hope to work 
smoothly unless the auxiliary functions are per¬ 
formed efficiently These functions are discussed 
below. 

( 1 ) Organisation of Office Activities 'The office 
manager has to organise the office activities ef¬ 
ficiently in order to perform the basic functions 
smootly. If the volume of office activities is very 
large, it may even be necessary to carry them out 
in different sections such as Filing, Mailing, 
Correspondence, etc. Systematic procedures must 
be laid down to perform various operations. 
Since all the jobs m the office are interdependent 
and interrelated, the order of performance of 
various tasks must be predetermined to ensure 
continuous flow of work m the office. 

(n) Control over Office Stationery and Sup¬ 
plies. Stationery and supplies of various kinds 
are required in connection with the office opera¬ 
tions These include paper, carbon paper, file 
covers, pens, pencils, erasers, typing ribbons, 
etc., which are used for various purposes Such 
items should be stored and recorded properly to 
avoid pilferage and deterioration of quality Control 
should also be exercised over the issue of sta¬ 
tionery to the users. Records should be main¬ 
tained of the receipts and issues of various items. 
It may also be noted that certain forms are used 
regularly in the office. The forms should be de¬ 
signed and printed. 

(in) Purchase of Office Machines and Equip¬ 
ment : For the efficient performance, of office 
operations, certain types of furniture, equip¬ 
ments and machines are required. The office 
manager has to determine the types of machines 
to be introduced in the office, Quotations may 


have to be invited to select the right kmd of 
machines and equipment. Since acquisition of 
machines and equipment involves huge invest¬ 
ment, an attempt should be made to purchase 
such machines and equipment as could be put to 
multiple uses 

(iv) Safeguarding of Assets Itinvolves mainte¬ 
nance of records relating to the assets of the or¬ 
ganisation such as buildings, machines, equip¬ 
ment, furniture and inventories. The assets should 
be adequately insured against fire, theft and 
other risks. Arrangements should be made for 
proper repair and maintenance of assets. Ade¬ 
quate security of assets must also be ensured by 
appointing security guards and installing burglar 
alarms. 

(v) Provision of Common Services • The office 
provides certain services for all the departments 
of the organisation These include typing, dupli¬ 
cating, handling incoming and outgoing mail, 
provision of forms, etc It is also the duty of the 
office to arrange for meetings and conferences 
of various executives. 

(vi) Managing Personnel • The office helps the 
management with regard to its personnel func¬ 
tions. It is the office through which vacancies are 
notified, employmentinterviews are conducted, 
appointment letters are sent, and new employees 
are placed on various jobs. The office also ar¬ 
ranges for the training of the staff. It maintains 
personal records of all the employees regarding 
their leave, training, achievement, appraisal, 
etc. Wage and salary administration is also fa¬ 
cilitated by the office. 

1.6 THE OFFICE MANAGER 

The main purpose of the office is to provide 
various services for all other departments in the 
organisation for their effective functioning. For 
the achievement of this purpose, the office 
performs important functions like receiving, 
recording, arranging and communicating infor- 
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mation and certain other services like typing, du¬ 
plicating, etc These functions and services of 
the office are performed under the guidance of 
an executive designated as Office Manager In 
other words, the office manager is an executive 
who is responsible for planning, organising and 
controlling office activities and leading the of¬ 
fice staff to achieve the purpose of the office. 

An effective performance of the office func¬ 
tions is possible only if the office is managed 
properly. For this, the office manager must pos¬ 
sess the qualities required of a good manager 
such as sound education, professional training 
and skills, good communication, human relation 
orientation, etc. He/She should be able to design 
office systems and routines for an efficient per¬ 
formance of office work. He/She should be fa¬ 
miliar with the modern office furniture, ma¬ 
chines and equipment The office manager must 
also possess leadership qualities and should be 
able to guide the office staff and influence their 
behaviour for the realisation of the purpose of 
the office. 

1.6.1 Functions of the Office Manager 

The office manager is a member of the manage¬ 
ment team of the organisation. He/She has to 
perform all the managerial functions, viz, plan¬ 
ning, organising, directing and controlling in 
relation to the office operations These functions 
are briefly outlined below. 

(1) Planning ; Planning refers to the determina¬ 
tion of the course of action in advance to achieve 
the desired results Office operations cannot be 
run smoothly unless they are planned properly. 
Elaborate systems and procedures must be laid 
down for the performance of all major office 
activities such as communication, records man¬ 
agement, mailing, reproduction, etc. Decisions 
should be taken well in advance regarding the 
employment of personnel and procurement of 
office machines, equipment, stationery and of¬ 
fice supplies. 


00 Organising The organising function in¬ 
volves identification of office activities to be 
carried out, grouping sinylar activities and as¬ 
signing them to different departments. It also 
involves creating job positions at various levels 
and establishing authority and responsibility re¬ 
lationships between them The office manager 
may prepare organisational charts, manuals and 
job descriptions to clarify relationship between 
the office personnel and fix responsibility for 
various office operations. 

(iii) Directing Directing or leading is the process 
of guiding the personnel towards the achieve¬ 
ment of organisational goals. The Office Man¬ 
ager issues instructions to the subordinates, im¬ 
parts them necessary guidance and oversees 
their performance. He/She also inspires the sub¬ 
ordinates to work for the achievement of the 
office objectives and to put in their best. Thus, 
the directing function involves continual inter¬ 
action between the manager and his/her subordi¬ 
nates 

(iv) Controlling ' It refers to the process of 
ensuring that the activities of the subordinates 
are in conformity with the predetermined stan¬ 
dards. Control over office operations is a must to 
ensure that the office activities are being per¬ 
formed according to the plans. It involves deter¬ 
mination of standards of performance for the 
office staff and comparing the actual results with 
the standards and, finally, taking action to cor¬ 
rect deviations from the standards. Through his/ 
her control function, the office manager is able 
to review the working of office systems and pro¬ 
cedures and the performance of the office per¬ 
sonnel and take corrective action, wherever nec¬ 
essary 

In addition to the above managerial func¬ 
tions, the office manager has also to undertake 
certain other functions which are an essential 
part of his/her job as mentioned below, 

(a) Coordination : The term ‘coordina¬ 
tion’ means harmonisation of efforts 
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of different individuals and depart¬ 
ments The office manager brings 
about coordination between the ac¬ 
tivities of the office personnel and 
also tries to coordinate the function¬ 
ing ol various departments by pro¬ 
viding for smooth flow of necessary 
information. 

(b) Procurement of Furniture and Equip¬ 
ment The office manager decides 
the type of furniture, machines and 
equipment to be purchased for the 
office work He/Shc also selects the 
suppliers to whom order should be 
placed for the purchase of these items 

(c) Procurement of Stationery and Sup¬ 
plies The procurement of various 
kinds of stationery and supplies for 
the whole organisation is the respon¬ 
sibility of the office manager He/ 
She determines the standards of vari¬ 
ous items of the stationery to be pur¬ 
chased and also makes arrangements 
with the suppliers for the supply of 
office requirements. 

(d) Providing Office Services • The of¬ 
fice manager is responsible for pro¬ 
viding various services for all the de¬ 
partments of the organisation These 
services include typing and duplicat¬ 
ing, handling mail, filing and index¬ 
ing. In big organisations, departmen¬ 
tal offices may be set up to provide 
efficient service to the concerned 
departments. Here, the overall con¬ 
trol and supervision of office activi¬ 
ties rest with the office manager 

(e) Human Relations • The office man¬ 
ager must try to achieveand maintain 
good relations among the employees 
of the office This helps in improving 
their morale, which is necessary for 


increasing the productivity of the 

office. 

(f) Public Relations • The office man¬ 
ager serves as an important link be¬ 
tween the organisation and outsiders. 

. Hc/She acts as a spokesperson of the 

organisation and provides the neces¬ 
sary information for the people deal¬ 
ing with the organisation. 

Role and Importance of the Office Manager 

The office manager is in charge of the office. 
The overall control and supervision of office ac¬ 
tivities are his/her basic duties. The functions of 
the office manager discussed above signify his/ 
her role in the organisation The office manager 
arranges for the provision of certain specialised 
services such as typing, duplicating, mailing, 
filing, etc , for all the departments of the organ¬ 
isation for their efficient functioning. He/She 
also facilitates the exchange of information be¬ 
tween different departments. For instance, if the 
production department wants to get some mate¬ 
rials, it will send its requisition to the purchase 
department through the office. The purchase de¬ 
partment will intimate its financial requirements 
for the procurement of materials to the finance 
department through the office. Thus, the office 
works as a channel of communication between 
various departments and brings about coordina¬ 
tion between them. 

The office manager serves as an important 
link between the top management and the rest of 
the organisation. He/She communicates the de¬ 
cisions and policies of the top management 
throughout the organisation by means of notices, 
circulars, memoranda, etc He/She also conveys 
to the top management the important informa¬ 
tion received from various departments and outside 
sources. This enables the top management to 
make decisions with greater reliability of results. 
Thus, the office manager plays an important role 
in the efficient functioning of the organisation. 
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1.7 POSITION OF THE OFFICE 
MANAGER 

The position and status of the office manager 
varies from organisation to organisation depend¬ 
ing upon the nature and scope of office activities 
That is why the office manager is known by 
different designations in different organisations 
such as Office Supervisor, Office Superinten¬ 
dent, Administrative Officer, and so on. In the 
case of a company, the Secretary is the head of 
the office. In a small organisation, the charge of 
the office is given to a person known as Office 
Supervisor, who is responsible for accounting 
work in addition to the office activities. But in 
big organisations, the office is organised as a 
separate department and placdtl under an execu¬ 
tive belonging to the middle level of manage¬ 
ment. Here, the Office Manager reports to the 
Chief Executive of the business and a number of 
supervisors looking after various office activi¬ 
ties report to him, as shown in Fig. 1.1. 


Functional Office Manager 

Over the years, the concept of ‘Functional Office 
Manager’ has gained popularity. In big organisa¬ 
tions, the office management is treated as a 
highly specialised function requiring a specialist 
to organise and control it. The functional office 
manager is responsible for the efficient perform¬ 
ance of office work wherever it is performed at 
the central office, at branch offices, or at factory 
offices. He/She has jurisdiction over clerical 
work throughout the organisation. He/She is re¬ 
sponsible for determining how different office 
activities should be performed and for ensuring 
that those are performed accordingly. He/She 
lays down office systems and routine, which are 
followed uniformly even where different depart¬ 
ments maintain then separate offices. He/She 
has the authority to determine standards of vari¬ 
ous office supplies, furniture, machines and 
equipment. Thus, the functional office manager ‘ 
enjoys a unique status in the organisation. 


Chief 

Executive 


Production Marketing 

Manager Manager 


Typing and Records Mailing 
Duplicating 


Office Finance Personnel 

Manager Manager Manager 


Stationery Forms Establishment Public 

Relations 


Fig. 1.1 POSITION OF THE OFFICE MANAGER 
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SUMMARY 


1. The Meaning of‘Office’ 

The term ‘office’ is commonly defined as a place where all sorts of clerical work is done. The office 
is a service department of an organisation, which is concerned witli the handling of records of the 
enterprise and provision of various services like typing, reproduction, mailing, forms and station¬ 
ery control, etc , for all other departments. 

2. Office Administration 

‘Office Administration' may be defined as planning, organising and control of the office staff in the 
performance of office operations. The activities of the office are also known as administrative 
activities. That is why the term ‘Administrative Management' is quite often used to convey the ad¬ 
ministration of office 

3. Importance of Office 

The office occupies the central position m the whole enterprise. Its importance arises out of the 
activities undertaken by it The office mainly deals with the management of information It also pro¬ 
vides numerous services for the other departments for their effective functioning. The office is a 
source of information for all the departments It brings about coordination between the departments 
by serving as a common link. It also provides for communication between the different departments. 

The office facilitates efficient management of the business The performance of all managerial 
functions, namely, planning, organisation. Staffing, directmg and controlling, needs adequate 
information, which is provided by the office Lastly, the office tries to project the image of the 
business It keeps in touch with the general public, other organisations and government departments 
and highlights the progress made by the business in different fields of activity. 

4. Relationship of the Office with Other Departments 

The office is a service department providing certain services for other departments such as 
production, marketing, finance, accounting and personnel The services provided by the office 
include typing, mailing, filing, forms and stationery control, etc, The office also provides them with 
the information required by them. In order to provide efficient services, the office is always in touch 
with other functional departments. It collects and g athers information from them, which is preserved 
in files and furnished to the concerned departments when asked for. The office provides for effec¬ 
tive communication between the different departments and helps them m exchanging information 
of mutual interest. Thus, ltmusthave cordial relations with all other departments to serve its purpose 
well. 

5. Functions of Office 

The functions of the office may be classified into two broad categories, (l) Basic Functions, and (n) 
Auxiliary Functions. 

The basic functions are essential to the existence of the office These include : 

(i) Receiving and collecting information 

(u) Processing information. 

(ill) Recording information 
(tv) Storage of information. 

(v) Furnishing information. 
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The auxiliary functions of the office are incidental to its basic functions. These are also called 
administrative management functions. They are . 

( I ) Organisation of office activities. 

( II ) Control over stationery and supplies 

( III ) Purchase of office machines and equipment. 

(iv) Safeguarding of assets. 

(v) Provision of common services. 

(vi) Management of personnel. 

6. Office Manager 

The executive entrusted with the supervision and control of office activities is known as office 
manager. 

Functions of Office Manager The office manager is a member of the management team. So, he/she 
performs all managerial functions, namely, planning, organising, staffing, directing and controlling 
in relation with the office. He/She is also concerned with specific functions of the office, which 
include . (i) coordination of office activities, (ii) procurement of stationery and supplies, (iii) 
procurement of furniture and equipment, (tv) provision of office services, (v) maintaining good 
human relations in the organisation, and (vi) achieving good public relations 

Role of Office Manager The role and importance of the office manager arises out of the functions 
associated with his/her job. The officemanagerplans, organises and controls the office activities and 
directs the office staff in the performance of vanous activities He/She oversees the rendering of 
office services such as typing, duplicating, mailing, filing, etc , to the other departments. He/She 
serves as a common lmk between the heads of various departments He/She also establishes a link 
between the top management and the rest of the organisation. 

Position of Office Manager . In small organisations, the office manager has the rank of supervisor 
or superintendent, whereas in big organisations he/she belongs to the level of middle management. 
In any case he/she reports to the chief executive of the enterprise. These days, the office is recog¬ 
nised as a specialised function because of the role of office activities in the success of modem 
organisations The office manager occupies a unique position in an organisation as he/she is respon¬ 
sible for the organisation of office activities wherever they are performed He/She also has control 
over the operations of departmental offices where such offices are organised. 


QUESTIONS 


1. Objective-type 

Which of the following statements are True and which are False ? 

1 The office ts a service department in an enterprise. 

2. The office management is concerned with the handling of information only. 

3 Receiving and gathering information is an auxiliary function of the office. 

4 Control over stationery and supplies is a basic function of the office. 

5. The office manager*is a part of the management of an enterprise. 

6. The office can exist independently of other departments of, the enterprise. 

7. The office provides a link between the organisation and outsiders 
8 An office is necessary only in a big enterprise. 

i 
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II. Short-answer-type 

1. Define the term'office'. 

2. What is office administration 7 

3. State the importance of the office 

4. Enumerate the basic functions of the office 

5. What are the auxiliary functions of office ? 

6. Explain the functions of the office manager 

7. Write a note on the status of the office manager 

III. Essay-type 

1 What do you'understand by office? Explain its functions. 

2, “An office is to a business what the mam spring is to a watch”. Explain this statement. 

3. Discuss the significance of office to a modem enterprise. How does it link the various 
departments of an enterprise? 

4 What are the functions of the office manager? Explain the role of the office manager. 



Chapter 2 


Office Layout and Working Conditions. 


LEARNING OBJECTIVES 
After studying this chapter, you should be able to — 

— state the meaning and descnbe the importance of location of office. 

— analyse the factors determining the office location. 

— describe the need for and the characteristics of a good office building. 

— explain the concept and importance of a proper layout 

— enumerate the various principles of office layout. 

— distinguish between an open and a private office. 

— describe the importance of congenial office environment. 


2.1 INTRODUCTION 

In the previous chapter you have been acquai n ted 
with the role and importance of the office man¬ 
ager. Every office manager is concerned with 
effective utilisation of office employees and 
machines and equipment they use. The office 
staff constitutes the'most important element of 
every office. Efficiency of the office staff is 
dependent, to a_great extent, on the environment 
in which they work. Suitable office accommoda¬ 
tion and a congenial working environment are 
important from the point of view of employees, 
customers and others dealing with ,the organisa¬ 
tion. Employees have to spend long hours in the 
office performing repetitive and routine work. 


Lack of adequate accommodation and proper 
environment causes boredom and frustration, 
adversely affecting their efficiency. The office 
manager has to make the best use of the available 
accommodation. The problem of adequate ac¬ 
commodation and congenial working environ¬ 
ment involves consideration of a number of 
factors, In this chapter, we shall discuss various 
aspects of office accommodation, its layout and 
environment 

2.2 LOCATION OF OFFICE 

Meaning and Importance: Location means the 
region and local site where the office of an enter¬ 
prise is established. The office may be located in 
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the heart of a city or in a suburban area. Also, it 
may be located in a separate building on a par¬ 
ticular plot or in a part of an existing building. It 
is a major decision made by the management at 
the time of starting a new concern. Sometimes, 
the problem of location is also faced by an exist¬ 
ing concern to meet its growing requirements. 
An appropriate location of the office is of great 
importance to every business enterprise. The 
management must take into account the present 
as well as the future needs of the business. An 
unsuitable location may result in considerable 
inconvenience to the office staff and the out¬ 
siders dealing with it. This adversely affects the 
efficiency of the organisation. It is, therefore, 
necessary that the office should be located at a 
convenient place. 

2.2.1 Factors Determining Office Location 

There is no hard and fast rule determining the 
best location for the office of an enterprise. Each 
organisation has to decide the location of its 
office Considering its peculiar requirements. 
However, the final choice should be made after 
taking into account the following factors. 

(i) Availability of Transport and Communica¬ 
tion : The office should be located at a place 
where adequate and efficient transport facilities 
exist. This is essential for the convenience of the 
staff and the outsiders dealing with the office. 
Also, it facilitates the receipt and distribution of 
goods and helps in the operations of the enter¬ 
prise. Besides transport, availability of postal, 
telephone and telegraph facilities is necessary 
for an efficient conduct of business. 

(ii) Service Facilities : Every enterprise re¬ 
quires banking facilities to transact business in¬ 
volving receipts and payments and also to ensure 
availability of credit facilities. The services of 
insurance agencies are also required for various 
purposes. The office should, therefore, be lo¬ 
cated where Such facilities exist. 

(iii) Proximity to Other Offices : It is desirable 
to locate the office in an existing office complex 


or near the offices of other concerns related to 
the same trade or business. The enterprise may 
thus derive the benefits of common services 
available in the locality, including parking, power, 
water, etc. The location of the offices of manu¬ 
facturing and trading organisations in the same 
complex is mutually beneficial. For instance, 
many enterprises have located their offices in 
Nehru Place, a big office complex in Delhi 

(iv) Proximity to Other Departments ■ The 
office should be located near the other functional 
units (factory, godown, etc.) of the enterprise. 
However, where different functions are per¬ 
formed at different places, the office should be 
located at a central place. It may also be located 
at a place where the main function of the busi¬ 
ness is performed. 

(v) Availability of the Office Staff, Every office 
requires an adequate supply of skilled and spe¬ 
cialised personnel, e.g. stenographers, typists, 
clerks, computer operators, etc. It is desirable to 
locate the office where it may be easier to recruit 
and retain such personnel. 

(vi) Favourable Environment: The office must 
be located in quiet and healthy surroundings. 
The place must be free from dust and noise. It 
should not be located in a congested area. Bad 
environment adversely affects the efficiency of 
the staff as well as the public image of the 
enterprise. 

(vii) Availability of Sufficient Space : It is 
necessary to find out whether sufficient space is 
available at the desired location. The available 
space shouldbeadequatenotonly for the present 
requirements of the office, but also for future ex¬ 
pansion. 

(viii) Cost: The cost of office space-in different 
locations is an important consideration. This in¬ 
cludes the cost of land and construction or rent, 
local taxes, etc. The cost involved should be 
compared with the benefits in terms of the ypl- 
ume of business at each location and then .a final 
decision be taken. 



OFFICE LAYOUT AND WORKING CONDITIONS 


15 


All the above-mentioned factors taken to¬ 
gether will determine the actual location of an 
office. The site chosen must be the one from 
where the entire organisation can be served most 
efficiently at the minimum possible cost. 

2.3 OFFICE BUILDING 

Once the management has decided the location, 
it has to consjder the question of a suitable 
building for the office. Adequate space has to be 
provided for various types of office activities, 
machines and equipment. The building must suit 
the particular requirements of the enterprise It 
may not always be possible to secure a building 
on rent which exactly suits the particular needs 
of the organisation In that case, the manage¬ 
ment may construct its own office building. Both 
these alternatives have different implications. 

2.3.1 Office Space—Owned and Rented 

The first decision the management has to take is 
whether to own or hire an office building. A plot 
of land may be acquired and a suitable building 
constructed thereon. Alternatively, an existing 
building may be purchased and alterations made 
in it, according to the requirements of the enter¬ 
prise 

Advantages of Owned Building 

A building owned by the enterprise has some 
advantages. 

(i) Specific Requirements: The buildmg can be 
planned and designed to meet the particular 
needs of the organisation. In future, alterations 
can be made in accordance with the Changing re¬ 
quirements. 

(ii) Prestige: The building owned by the enter¬ 
prise can be named after its name. The building 
can be given an impressive look. This will natu¬ 
rally enhance the prestige of the organisation. 
Besides, a company owning its office building 
has a distinct recognition in the business world. 


(iii) Additional Income Tf the entire space can¬ 
not be immediately utilised by the organisation, 
a part of the building may be rented out to other 
organisations until such extra space is needed. 
This will bring additional income to the enter¬ 
prise. 

(iv) Permanence . A building owned by the en¬ 
terprise provides a permanent location and ad¬ 
dress. This is convenient to customers and out 
siders dealing with the organisation. 

Drawbacks of Owned Building 

In spite of its advantages, there are some disad¬ 
vantages of a building owned by the enterprise 

(i) Huge Investment : Initial cost of land and 
building construction is quite high, which all 
enterprises may not be able to afford. 

(ii) Costly Maintenance ■ The municipal taxes 
and expenses on the upkeep of the building, its 
insurance and security have to be met by the 
owners. 

Having seen the implications of owning a 
building, let us now examine the merits and 
drawbacks of a rented building. 

Advantages of a Rented Building 

The following are the chief advantages of a 
rented building. 

(i) Change of Location : Whenever the office 
needs a change of location or a more suitable 
location is available, the office can be easily 
shifted. 

(ii) No Investment: A rented building is most 
suitable for those enterprises which do not wish 
to tie up a large part of their capital in the 
building construction. 

(iii) No Maintenance Expenses: The enterprise 
does not have to bother about the payment 
of municipal taxes or necessary repairs of the 
building. 
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Drawbacks of a Rented Building 

A rented building suffers from the following 
disadvantages. 

( 1 ) Unsuitability to Requirements ■ A rented 
building may not be available suiting the exact 
requirements of the organisation. Often it cre¬ 
ates difficulties of proper arrangement of staff, 

• equipment and facilities. It may involve addi¬ 
tional expenditure on alterations.. 

(li) High Rents: Rent is quite high particularly 
in urban areas. This would increase the running 
cost of the business. 

Whether the enterprise should have its own 
building or a rented one for office purposes is a 
major decision. The decision is taken by the top 
management after evaluating the advantages 
and drawbacks of both. 

2.3,2 Characteristics of a Good Office 
Building 

The office building, constructed or purchased or 
rented, must be such that it may be possible to 
carry on the office work with efficiency. The 
characteristics of a good office building are: . 

(i) Size of Accommodation: The size of the 
office building must be such that adequate space 
is available for all the departments and the em¬ 
ployees along with then equipment and ma¬ 
chines The space must permit easy movement 
from one part of the office to another 

Future expansion should be possible. The 
rate of growth of the business should be esti¬ 
mated. This will give a fairly good idea about the 
additional office space that may be required in 
future. 

(n) Shape of the Building . Closely connected 
with the size is the shape of the office building 
The shape may be square, reclangular, L-shape, 
long and narrow. Lengthy narrow space should 
not be selected as staff will be wasting a lot of 
time walking back and forth. It is always better 


to secure a square or rectangular space for the 
office. Such accommodation is better utilised 
and increases the efficiency of the workers be¬ 
cause their movement is restricted to a limited 
area , 

(lii) Lighting and Ventilation The building 
must have adequate natural lighting and ventila¬ 
tion. This provides a comfortable environment 
and improves the efficiency and morale of the 
employees. 

The staff concerned with figure work re¬ 
quires special lighting arrangements. The build¬ 
ing should have an adequate number of doors, 
windows and vemdators Office buildings fac¬ 
ing the south usually have better natural lighting. 
If natural light and ventilation are not available, 
provision has to be made for artificial lighting 
and air-conditioning 

(iv) Staff and Visitor Conveniences: The 
building must have adequate facilities for the 
convenience of the staff and visitors Provision 
should be made for wash-rooms, cloak rooms, 
drinking-water points, canteen, etc There should 
be provision for lifts and elevators, if necessary. 

(v) Safety , The safety of the machines, office 
records and people is an important considera¬ 
tion The building must be fitted with fire-fight- 
mg equipment, safety devices like emergency 
exit doors and stairs. 

(vi) Adaptability to Proposed Layout The build¬ 
ing must be suitable for the desired layout of the 
office, i.e., relative arrangement of equipment 
and working space. It must have sufficient 
number of rooms of proper size along with 
stairways and passages. 

(vn) Cost. Ultimately, it is the cost considera¬ 
tion that determines the selection of an office 
building. No organisation can spend on a build¬ 
ing, rented or owned, more than what its funds 
permit. However, the management should try to 
strike a balance between the cost on one side and 
the requirements of the enterprise, business 
prospects and efficiency, on the other. 
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2.4 OFFICE LAYOUT 

After acquiring the office building, the office 
manager has to consider the practical aspects of 
utilising the space. Arrangements have to be 
made for the placing of men, furniture, ma¬ 
chines, equipment, etc. The layout of an office 
involves the determination of space requirement 
for each section or department. This, in turn, 
depends on the space requirement of each em¬ 
ployee within the department. Provision has also 
to be made for furniture and equipment used by 
each employee. Then the entire space is allo¬ 
cated between different departments/sections. 

Need for Proper Layout . A properly planned 
office layout is necessary for effectively 
utilising the available space The cost of office 
space is generally very high in urban areas. No 
enterprise can afford underutilisation of the avail¬ 
able space. 

Secondly, proper layoutis needed to ensure 
uninterrupted flow of work. If the men, furniture 
and equipment are not suitably arranged, it would 
result in unnecessary movements and waste of 
time and energy. This leads to loss of efficiency 
and increase in the cost of operation. 

Besides, the work of different departments 
is interrelated and within each department, the 
activities are also interrelated. A proper layout is 
a must to ensure ( 1 ) speedy intercommunication, 
(ii) coordination between departments, and (in) 
smooth flow of work. A scientifically planned 
layout ensures maximum efficiency of office 
operations. 

2,4.1 Importance of Office Layout 

iiijyout is a very important aspect of office man¬ 
agement as outlined below. 

(i) .[Proper Utilisation of Space: A proper layout 
h|Jps in the space being used to the greatest 
^advantage. This is important in view of the exor- 
bhant/fcost of office space. 


(ii) Efficiency 1 A good layout ensures smooth 
flow of work. The documents follow the shortest 
route. Interruptions and unnecessary movement 
of papers are avoided. It promotes efficiency in 
office operations. 

(m) Effective Supervision It ensures effective 
supervision. In a properly laid-out office, vari¬ 
ous employees are so placed that the Supervisor 
is able to conveniently oversee the staff at work. 

(iv) Speedy intercommunication . By placing 
interrelated departments near each other, a good 
layout facilitates better intercommunication. 

(v) Optimum Use of Machines and Equipment: 
A proper layout provides for centralisation of 
some office services requiring the use of expen¬ 
sive machines and equipment. It ensures more 
economical use of these machines 

(vi) Good Working Conditions • A good layout 
aims at providing a comfortable and favourable 
workenvironmentfor employees. This improves 
the morale of the staff. 

(vii) Favourable Impression ' A well laid-out 
office always leaves a good impression about the 
enterprise on customers and visitors. 

2.4,2 Principles of Office Layout 

It is not always possible to obtain an ideal layout 
because of limitations of space, available funds, 
etc. However, the following principles are gen¬ 
erally kept in view while planning the office 
layout. 

(l) Inter-departmental Relationships .’Different 
departments and sections of the enterprise and 
the work performed by each should be identi¬ 
fied. The relationship between the functions 
performed by different departments should be 
studied. The departments which are interrelated 
and interdependent must be placed near each 
other. The General Office which provides 
services like typing, duplicating, correspon¬ 
dence, filing, computers, etc., should be located 
centrally. The departments dealing with public 
should be located near the entrance The depart- 
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ments using noisy machines like typewriters, 
duplicators, etc., should bekeptaway from other 
departments ' 

This arrangement would restrict the move¬ 
ment of people to the minimum and also cause 
least disturbance. 

(li) Office Procedures and Routines : Every 
office has its own procedures and routines for 
various jobs. These procedures must be studied 
and taken into consideration while planning the 
office layout. Different departments and their 
staff and equipment must be so placed that they 
fit m with the routines of operations. This would 
ensure smooth flow of work. 

(iii) Adequate Space for Staff and Equipment : 
Sufficient space should be provided for each 
employee for his/her desk and the equipment he/ 
she uses so as to enable him/her to do the work 
efficiently. Requirement of space for each em¬ 
ployee is determined by reference to the nature 
of his/her work, the size and shape of the furni¬ 
ture and the equipment used by him/her, the 
space to be allowed for free movement, etc. 
Equipment should be so placed that it does not 
interfere with the movement or work of others. 

(iv) Number of Private Offices 1 Private offices 
are rooms, cabins or cubicles, which are sepa¬ 
rated from the other parts of the office. Private 
•offices are generally provided for managers or 
supervisors when their work is of a confidential 
nature or it requires concentrauon. However^ the 
numbeT of private offices should be minimised, 
They require much more space, hamper good 
ventilation and natural light and make super¬ 
vision less effective. 

(v) Free Movement . The layout should ensure 
free movement of the staff as far as possible. 
Partitions, columns, etc., should be avoided. 

(vi) Flexibility • The layout should provide for 
future expansion and rearrangement of depart¬ 
ments. It should be possible to accommodate 
addiuonal staff and equipment and provide scope 


for re-layout. 

(vii) Service Facilities . Whileplanning the lay¬ 
out, provision should be made for amenities or 
service facilities like the telephone, lifts, drink¬ 
ing-water, wash-rooms, toilets, rest rooms, etc. 
These facilities are essential for providing com¬ 
fortable work environment for the staff. 

2.4.3 Types of Layout 

There are two types of layout depending on 
whether the office services are centralised or are 
performed in separate departmental offices. 

(i) Centralised Service Layout . Some common 
services like typing and duplicating, mail 
handling, filing and indexing, computer 
services, etc., may be centralised m one depart¬ 
ment, which is called ‘general office’. The gen¬ 
eral office is located at a central and convenient 
place from where it can efficiently serve all the 
functional departments. However, the layout 
within the general office may again be of two 
types: 

(a) Group Layout: Under this arrangement, the 
employees doing the same kind of work or work¬ 
ing on the same type of machines are placed 
together, e.g. all typists may be placed in one 
room. 

(b) Process Layout: It is an arrangement where 
the employees or departments are placed on the 
basis of sequence of operations determined by 
the office procedures and routines, e.g. the filing 
and indexing section may be placed next to the 
mailing section. 

(n) Departmental Layout : Under this system, 
the entire space is divided between various func¬ 
tional departments, namely, production, pur¬ 
chases, sales, accounting, etc. Eaich functional 
department has its own office staff, machines 
and equipment to perform relevant operations. 
Within each department, the layout is done on 
the basis of various stages of activities of that 
department. A model layout plan for a large 
office is shown in Fig. 2.1. 
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2.5 OPEN AND PRIVATE OFFICES 

In planning the office layout, an important fac¬ 
tor to be considered is whether to have an open 
office or a number of small rooms or private 
offices. 

Open Office ■ An Open Office is a large room or 
hall, which is used by the office staff as well as 
supervisors and sometimes managers. Each de¬ 
partment or section is allotted separate space 
within the large area, Demarcation is done by 
placing movable partitions or counterhigh filing 
cabinets and shelves. Depending on the require¬ 
ments of the office, desks may be arranged in a 
line, U-shape, L-shape or E-shapc This is done 
to achieve maximum use of the space. 


Private Office • A private office is a small room 
or a cubicle, which is separated from the open 
office by partition. Private offices may be allot¬ 
ted to the managers and the secretary. Private 
offices are generally allotted with the following 
objectives 

— To give recognition to status. 

— To ensure concentration in work. 

— To facilitate confidential work, e g. 
meeting on important plans or pre¬ 
paring confidential reports. 

Modern office space in an urban locality is 
exorbitantly costly It is, therefore, essen tial that 
maximum use of the available space is made. At 
present, Lhe tendency is towards having open 


2.5.1 Distinction between Open and Private Offices 


Open Office Private Office 


(l) Space utilisation 
(n) Supervision 

(lii) Lighting and Ventilation 

(iv) Communication and 
flow of work 

(v) Flexibility 

(vi) Possibility of Distur¬ 
bance 

(vu) Privacy 


It ensures maximum use of the 
available space. 

It facilitates personal supervi¬ 
sion of-work. The supervisor is 
able to oversee the staff at work 

It permits natural ventiladon and 
lighung and thus provides better 
environment for work. 

Communication between depart¬ 
ments and employees is easier 
and results in smooth flow of 
work 

Thelayoutis more flexible with 
an open office, changes can be 
effected without much difficulty 

Noise created by machines, 
telephone and conversations 
causes disturbance for work. 

It is not suitable for secret or 
confidential work. 


Much space is wasted in provid¬ 
ing partitions and corridors. 

The supervisor is segregated 
from the staff and thus supervi¬ 
sion may be less effective. 

Walls and partitions obstruct 
natural lightand ventilation 

It may hamper intercommuni¬ 
cation and free flow of work. 


Permanent walls and partitions 
reduce the flexibility of the lay¬ 
out. 

Disturbance is minimum So, it 
faciluates concentration in work. 

It facilitates greater privacy 
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offices for reasons of economy and effective 
supervision. However, some private offices or 
rooms are provided for senior managers and to 
segregate work which is confidential, noisy or 
distracting. 

2.6 OFFICE ENVIRONMENT 

Office environment can be described as the sur¬ 
roundings and physical conditions that affect 
and influence the efficiency of the employees 
Office operations consist of mental work, which 
causes fatigue The efficiency is adversly 
affected if the staff is not provided with congen¬ 
ial working conditions. Cleanliness, calm at¬ 
mosphere, adequate ventilation and lighting 
improve the performance of the office staff 
generally. The management must provide an 
environment which is pleasant, comfortable and 
conducive to sustained good work. 

2.6.1 Elements of Office Environment 

The important elements of office environment 
are: (i) Lighting, (ii) Ventilation, (m) Tempera¬ 
ture, and (iv) Intenor decoration. 

(i) Lighting : Lighting is an imporiant compo¬ 
nent of office environment. The office work 
mainly consists of paper work. Defective light¬ 
ing may cause visual strain, mental fatigue and 
irritability. This may result in mistakes and 
inaccuracies leading to low output. Proper light¬ 
ing should have the following characteristics : 

(a) Intensity • The intensity or luminosity 
of light should be adequate for the type of 
work being done. It should be neither too 

' strong nor insufficient 

(b) Diffusion The light should be well dif¬ 
fused, i.e„ uniformly spread over all parts of 

1 <° the room. There should be no shadows cast 
■I 10 because shadows are irritating to the eyes. 

(c) Absence of Glare Glare is caused when 
■X the light directly falls on the eyes or when it 

gets reflected from shiny surfaces like desk¬ 


tops or other equipment. Glare of light has 
generally an adverse effect on vision. There¬ 
fore, it should be avoided. 

Natural and Artificial Lighting • There are two 
kinds of light - natural and artificial. The sun 
provides natural light in abundance. This is the 
best form of light and is economical Wherever 
possible, maximum use of natural light should 
be made for office rooms The building should 
be so designed or selected for hire so as to ensure 
that it gets maximum sunlight. Large windows 
and skylights with provision to prevent glare 
should be provided. Desks should be so placed 
that light falls from behind and sligh tly to the left 
of the employee. 

Since the natural light may not be available 
in every part of the office, the use of artificial 
light may be necessary. It may also be required 
to supplement natural lighting and to control the 
intensity of light Generally,fluorescentlighting 
is preferred where artificial lighting has to be 
provided. Fluorescent lighung resembles the natu¬ 
ral light. It can be used with various types of 
shades and fittings to achieve evenly diffused 
light m the entire area 

(n) Ventilation • Proper ventilation is required 
to provide adequate fresh and purified air m the 
office. Without proper ventilation air becomes 
stale, causing stuffiness The employees feel 
unduly tired and drowsy and their efficiency is 
adversely affected. Therefore, circulation of fresh 
air inside the office premises is essential. The 
following arrangements can be made to ensure 
proper ventilation 

(a) Adequate number of doors, windows 
and ventilators should be provided. 

(b) Exhaust fans should be provided in 
toilets, basements, congested rooms 
and machine rooms. This will help 
let out warm and stale air. 

(c) Air-filters like wiremesh can be used 
to make the air dust-free and clean. 
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(iii) Temperature. Proper temperature must be 
maintained in the office. Extremes of heat or 
cold cause discomfort, adversely affecting the 
efficiency of work. In the hot weather, electric 
fans, room-coolers or air conditioners may be 
used to maintain the right degree of room tem¬ 
perature. Heating is needed in cold places and in 
other places heating is required only during the 
winter months. If resources permit, centralised 
heating may be provided. 

(iv) Interior Decoration: Intenor decoration may 
be described as artistic designing, decorating 
and furnishing the interior of the premises. Deco¬ 
ration of an office not only adds to the visual 
appeal, but also has a noticeable effect on the 
morale and efficiency of employees. Intenor 
decoration involves. 

(a) Painting of walls, doors and win¬ 
dows; 

(b) Floor covering; 

(c) Furnishing; and 

(d) Wall hangings and display of art ob¬ 
jects. 

(a) Colour Conditioning : Human emo¬ 
tions are affected by colour. Particu¬ 
lar colour schemes have a pleasing 
and cheerful effect on emotions and 
stimulate morale, while others are 
depressing. Different colours are used 
to decorate the office with the fol¬ 
lowing objectives: 

Prestige ; An attractive and cheerful 
colour conditioning creates a favour¬ 
able impression on outsiders and en¬ 
hances the prestige of the organisa¬ 
tion, 

Health : Studies have shown that 
pleasant colours have a cheerful ef¬ 
fect on the mind and affect the health 
and well-being of office workers. This 
improves their performance. 


Morale : Since proper colour condi¬ 
tioning influences the health and well¬ 
being of workers, it generates an atti¬ 
tude of cooperation and loyalty. It 
helps improve the morale of the 
employees. 

Efficiency : Good health and high 
morale naturally result in increased 
efficiency of workers. 

Colours have an impact on human feel¬ 
ings and emotions. Pale blues and greens 
are cool and restful colours. Orange, brown 
and yellow evoke a feeling of warmth. 

Light requirements should also be con¬ 
sidered while selecting colours. Dark colours 
like grey and brown absorb light. On the 
other hand, white and a light colour like 
pale green reflect light. 

Generally, soft cool colours should be 
used for office rooms. Entrance halls and 
reception rooms should be decorated in 
bright and pleasing colours because they 
are used by customers and visitors. 

(b) Floor Coverings : Proper floor cov¬ 
ering reduces noise and also adds to 
the appearance of the place. Various 
floor coverings like carpets of differ¬ 
ent types, linoleum, vinyl flooring, 
etc., are available. The choice may 
be made on the basis of the cost, 
colour scheme, use of the room and 
ease in cleaning the floor coverings. 

(c) Furnishipgs: Furnishings include cur¬ 
tains and other tapestries. Curtains 
and upholstery should not only deco¬ 
rate a room but also prevent glare and 
absorb excessive light. Furnishings 
are also chosen on the same basis as 
the floor coverings, 

(d) Wall Hangings and Art Objects : 
Some paintings and other art pieces 
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can be attractively displayed. This 
breaks monotony of the decor and 
adds to the prestige of the organisa¬ 
tion. 

2.6.2 Importance of Office Environment 

The morale and efficiency of an office worker 
are greatly influenced by the conditions m which 
he/she works. Clerical work requires mental ef¬ 
fort. The worker has to concentrate for long 
periods. Concentrated work calls for application 
of mind with absolutely no distractions. If the 


conditions in which an employee works in the 
office, are not conducive, it will cause mental 
strain. Mental strain would lower his/her morale 
and adversely affect his/her efficiency. The vol¬ 
ume and quality of the output would be lowered. 
Modem managements realise that workers should 
be provided with a stimulating environment so 
that they put m their best. Bad working condi¬ 
tions adversely affect the health of the workers 
and increase the rate of absenteeism. This will 
result in wastage of resources of the enterprise. It 
is, therefore, necessary that congenial working 
conditions are provided fcjr the office staff. 


SUMMARY 


The morale and efficiency of the office staff is greatly influenced by the environment in which they 
work. An appropriate location, adequate accommodation, its proper layout and congenial working 
condiuons are important factors which help in improving the efficiency of the employees and the 
image of the enterprise 

1, Location of Office 

Location refers to the region and the local site selected for establishing the office of an entarprise. 

Factors Determining Office Location 

(i) Availability of transport and communication 
(li) Service facilities like banking and insurance. 

(lii) Proximity to other offices. 

(iv) Proximity to other departments of the enterprise. 

(v) Availability of the'officc staff. 

(vi) Favourable environment. 

(vii) Availability of sufficient space. 

(viii) Cost. 

2. Office Building 

Every office requires a suitable building with adequate space for carrying out its activities. 

' Owned and Rented Office Space 

,,r,The office building may be owned by the enterprise or it may be hired, 

?Si Advantages of Ow/ied Building 

(i) Designed to meet the specific requirements. 

■ (ii) Enhances the prestige of the organisation. 

83 (iii) Additional income from renting out unutilised space. 

(iv) Permanence. 
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Drawbacks of Owned Building 

( 1 ) Huge investment. 

(ii) Costly maintenance. 

Advantages of Rented Building 

(i) Change of location possible. 

(it) No initial investment on land and construction. 

(iii) No maintenance expenses. 

Drawbacks of Rented Building 

(i) May not be suited to specific requirements. 

(ii) High rents in urban location. 

Characteristics of a Good Office Building 

(i) Adequate size. 

(ii) Proper shape. 

(iii) Adequate lighting and ventilation. 

(iv) Conveniences for the staff and visitors 

(v) Safety 

(vi) Adaptability to the proposed layout. 

(vii) Cost. 

3. Office Layout 

Office layout refers to allocation of space to various departments and the relauve arrangement of the 
equipment and the working space within each department. 

Need : A proper layout is a must to fully utilise the available space and to ensure speedy 
intercommunication, coordination and smooth flow of work 

Importance of Office Layout 

(i) Proper utilisation of space 

(ii) Promotes efficiency. 

(iii) Effective supervision 

(iv) Speedy intercommunication. 

(v) Optimum use of machines and equipment 

(vi) Good working conditions. 

(vii) Favourable impression. 

Principles of Office Layout 

(i) Inter-departmental relationships. 

(ii) Office procedures and routines. 

(iii) Adequate space for the staff and equipment. 

(iv) Number of private offices. 

(v) Free movement. 

(vi) Flexibility. 

(vii) Service facilities 
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Types of Layout 

(1) Centralised Services layout: (a) Group layout, (b) Process layout 
(ti) Departmental layout 

4. Open and Private Offices 
Open Office 

An Open Office is a large room or hall which is used by the office staff as well as by the supervisors 
and managers. 

Features of an Open Office 

It ensures maximum space utilisation; personal and effective supervision, better natural lighting and 
ventilation, easier and smooth flow of work and better flexibility However, there is disturbance and 
distraction caused by the noise and absence of privacy 

Private Office 

It is a small room or a cubicle which is allotted to managers. Its drawbacks are- wastage of space in 
providing partiUons, less effective supervision; obstruction of natural lighting and ventilation, flow 
of vmrk adversely affected; and no flexibility. Its only advantages are : minimum disturbance and 
distraction and greater privacy. 

These days, open offices are preferred for reasons of economy and effective supervision. 

5. Office Environment 

Office environment can be described as the surroundings and physical conditions that affect and 
influence the efficiency of the employees. 

• 6. Elements of Office Environment 

(i) Office Lighting 

Characteristics of Proper Lighting : (a) adequate intensity, (b) well diffused, and (c) absence of 
glare. Lighting may be (a) natural or (b) artificial. 

(n) Ventilation 

Proper ventilation is required to provide adequate, fresh and punfied air in the office. It can be 
ensured through (a) adequate number of doors, windows, ventilators, (b) exhaust fans; and (c) 
airfilters 

(iii) Temperature 

Proper temperature must be maintained through various devices of heating and cooling. 

(iv) Interior Decoration 

It may be described as artistic designing, decorating and furnishing of the interior of a room. It 
involves ■ (a) colour conditioning, (b) floor coverings; (c) furnishings; and (d) wall hangings and 
art objects 

Congenial working conditions and stimulating environment greatly improve the efficiency of the 
staff and they put in their best. 



OFFICE ADMINISTRATION 


QUESTIONS 


I. Objective-type 

1. Mark the following statements as Right or Wrong : 

(i) The problem of location is faced only at the time of starting a new concern. 

(li) A permanent location is liked by outsiders dealing with the enterprise. 

(iii) An office should always be located in the heart of a metropolitan city' irrespective of the cost 
involved, 

(iv) The sun rises in the east Hence, buildings facmg east get maximum natural lightmgthroughout 
the day. 

(v) It is desirable to acquire office space which is sufficient only for the existing office staff. 

(vi) An open office ensures maximum use of available space. 

(vii) A long and narrow office space is better utilised. 

(viii) Departments dealing with the public should always be located near the office of the Chief 
Executive 

(ix) A rented building can be adapted and altered to meet the particular requirements of an enterprise. 

2. Fill m the blanks 

(i)_colours absorb light, while_colours reflect light 

(it) While deciding the location of its office, the enterprise should compare the_.involved 

with the_derived 

(in) Open offices encourage better work through_effective supervision, while private 

offices make supervision_ 

(iv) The office_must be taken into consideration, 

while planning office layout 

(v) It is usually desirable to acquire a building which is_than the current requirements 

of the organisation. 

3. Use a single term for each of the following , 

(i) Allocation of space to various departments and the relative arrangement of the equipment and the 
working space. 

(li) Arrangement where the staff is placed on the basis of sequence of operations 

(iii) A large room or a hall where all the departments, men and equipment are housed 

(iv) Surroundings and physical conditions that affect and influence the efficiency of the employees. 

(v) Art of designing, decorating and fumtshing of the interior of any premises. 

H. Short-answer type 

I. State the meaning and importance of ‘Location of Office’, 

2. What do you understand by the term ‘Office Layout’? 

3. State the various types of office layout. 

4. Briefly explain the importance of providing a good working environment for the office staff. 

5 While planning new offices, what special consideration should be given to proper ventilation? 

6. What is meant by ‘Colour Conditioning’? 
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III. Essay-type 

1 What are the factors that influence the location of an office? 

2 Discuss the relative merits and demerits of one’s own rented office space 

3. What features would you take into account while assessing the suitability of accommodation for use 
as an office? 

4 What are the principles on which the layout of an office should be based. 

5 Discuss the importance of the office layout, lighting and ventilation from the point of view of 

efficiency of work / 

6 State the different types of office layout What factors would you take into account while preparing 

the layout of an office? / 

7 Discuss the advantages and disadvantages of a large open office as compared with small individual 
offices. 

8 Explain the importance of providing good working environment for the pffice staff. Discuss whatyou 
would take into account while planning office lighting, ventilation and furnishings 

9. Explain the meaning of the term ‘Office Environment’ State the importance of good office 
environment for promoting efficiency. 

10. Discuss the importance of proper lighting, ventilation, temperaLure and interior decoration in an 
office. 1 
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Flow of Work in an Office 


LEARNING OBJECTIVES 

After studying this chapter, you should be able to — 

— define the concept of flow of work. 

— state the meaning of flow chart, 4 

— appreciate the importance of a flow chart. 

— cite examples of difficulties in the flow of work. 

— describe various difficulties in the flow of work in an office. 


3.1 INTRODUCTION 

As you know, office work is concerned primar¬ 
ily with the records of the enterprise. Besides 
keeping records, the office performs other types 
of activities also like communication, mailing, 
filing, etc. In this chapter, we shall discuss how 
office work is planned so as to be performed in 
an effective and efficient manner. 

3.2 MEANING AND NATURE OF FLOW 
OF WORK 

The office undertakes various activities like typ¬ 
ing, duplicating, mailing, etc. These activities 
are required tobeperformed in sequence. Differ¬ 
ent individuals are involved in performing a par¬ 
ticular activity. Each person is responsible for 
performing his/her part of the total work. Certain 
office activities involve a number of stages through 


which they pass. Flow of work refers to the 
onward movement of work from one stage to 
other stages in proper sequence. For this purpose 
the sequence of performing a particular activity 
is generally established. Take the case of corre¬ 
spondence with an outsider. The first stage here 
involves a letter being dictated by an officer. It 
goes to the typist at the next stage. Thereafter, it 
is signed and then sent to the mailing section. In 
the last stage the mailing section has to enter it in 
the despatch book and keep it with other letters 
to be despatched. This completes the activity of 
correspondence. 

Suppose the steno-typist does not type the 
letter on time and it is sent to the mailing section 
after all other letters have been despatched. The 
entire work gets delayed because of one person 
not completing his/her task on time Therefore, 
timeliness is very important to ensure that work 
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flows smoothly from one stage to another. The 
pace at which a particular task is performed 
should be consistent with the pace of other tasks. 
Each person and his/her operation are important 
for a job to be completed. If a person performs 
his/her work slowly, work gets accumulated at 
that stage and the people performing work at the 
next stage remain idle. Ultimately it creates 
obstacles in the flow of work, Let us take another 
example. The flow of work in a bank office 
relating to withdrawal of money starts when a 
cheque is presented at the counter The dealing 
clerk verifies whether the customer has an ade¬ 
quate balance in his/her account and after 
making the entry in the ledger issues a token to 
the customer. At the next stage an officer verifies 
the signature of the customer on the cheque with 
the bank records. At the third stage, the cheque 
is earned to the cashier, who makes payment to 
the customer after taking back the token 

It is obvious that all interconnected activi¬ 
ties need to be performed in proper sequence so 
as to ensure a smooth flow of work from one 
stage to another. It is important for each individ¬ 
ual to perform his/her activity so that the entire 
work may be completed without any obstruction 
or delay. Since the responsibility is fixed, it is 
easy to pin-point the person who delays work. If 
any one person in the chain fails to perform the 
task in proper time, it will lead to delay. Simi¬ 
larly, the layout or seating arrangement of the 
office should be such as to avoid waste of time, 
as in our example of the bank office, in carrying 
the cheque from one desk to another. 

3.3 FLOW CHARTS 

The flow of work can be represented in a dia¬ 
gram Such a diagram is known as flow chart 
The flow chart indicates the various stages in the 
flow of work. It is prepared to depict the way 
work moves along from one stage to another. 
The objectives of preparing such a chart are : 

( 1 ) To facilitate analysis and improvement 
of office procedures. 


(li) Certain procedures can be corrected or 
modified or even eliminated if they seem 
to delay work. 

(lii) To ensure that different parts of an activ¬ 
ity are performed in proper sequence. 
(iv) To minimise duplication of work. The 
operations of different individuals are 
depicted in the flow chart. Thus, any 
duplication of work can be avoided. 

3.3.1 Nature of Flow Chart 

The office work involves a number of repetitive 
activities to be performed. Systemsandroutmes 
generally determine the flow of work. The man¬ 
ner in which routine work is performed has to be 
determined in advance Some types of work 
consist of many steps and a large number of 
details. These routines can be represented by a 
flow chart. Since these routines are represented 
by a diagram, any modifications or improve¬ 
ments can be easily brought about. 

Flow of work also depends on the arrange¬ 
ment of working space in an office, i.e., on the 
office layout. Flow charts are thus prepared to 
depict the layout in an office. If there is any 
defect m the office layout whereby flow of work 
is delayed or interrupted, necessary changes can 
be made in the layout. These charts help in 
studying the movement of files or papers through¬ 
out the office. Time and effort may be wasted if 
files move unnecessarily from one desk to an¬ 
other. With the help of the layout charts it 
becomes easy to pin-point the place where the 
work gets delayed. 
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3.3.2 Importance of Flow Chart 

The importance of a flow chart which depicts the 
flow of work in an office, arises from its useful¬ 
ness in the following respects • 

(i) Supervision and Control • Themovementof 
work from one point to another is represented by 
a flow chart This helps the management to 
supervise and control various activities and 
procedures involved. 

(ii) Detection . The flow of work is often ob¬ 
structed or interrupted The causes of such delay 
can be detected early if flow charts are used. Any 
defect or fault in the routines and procedures 
become apparent. It can then be corrected. 

(ii j) Standardisation of Systems and 
Procedures • Office systems and procedures 
need to be analysed and revised from time to 
time. Flow charts give a clear picture of office 
procedures. If they appear to be complicated, 
they can be simplified. 

3.4 DIFFICULTIES IN FLOW OF WORK 

There are various types of problems which may 
disrupt smooth flow of work. The management 
should try to minimise the effects of these fac¬ 
tors. For example, if the volume of work in¬ 
creases on particular days and the existing staff 
cannot cope with it, additional staff should be 
recruited by the management. Similarly, if em¬ 
ployees are absent, substitutes should be pro¬ 
vided. Due to these reasons work may accumu¬ 
late at particular stages. 

However, delay or interruption usually takes 
place due to internal factors which are well 
within the control of the office. The causes for 
interruption are : 

(i) Differences in Time Required: Work has to 
pass through various stages to be completed. The 
time required for a particular operation at one 
stagemay be more than that required forthenext 
operation at the next stage, Consequently, the 
'staff at the second stage may be kept waiting and 
remain idle while work accumulates at the previ¬ 
ous stage. This kind of situation is known as 


bottleneck. This is due to faulty standardisation 
of work and time schedules. To improve the situ¬ 
ation, the management must check and review 
the prescribed time They should take suitable 
steps to allow more time or to employ more staff, 
(ii) Unequal Volume of Work • The office does 
not create work for itself. Most of the work 
originates outside the office. On particular days 
there may be more work to be handled. For 
example, in a bank there is great rush of people 
for withdrawal of money in the first week of 
every month This increases the number of trans¬ 
actions to be dell with by the bank Similarly, in 
a school office, there may be more work due to 
receipt of fees from students when the school 
reopens after the vacation, or, at the end of the 
term, when results have to be sent to parents by 
post. Thus, there are certain days when the 
volume of work in an office may be heavier than 
usual. The normal flow of work may then be 
disrupted and the routine work may suffer. The 
remedy lies m planning work properly and making 
arrangement for reallocation of work, if such 
situations can be anticipated. 

(lii) Non-availability of Material ; Flow of 
work may be affected if necessary materials are 
not available to the staff. For example, a.typis1 
may be asked to cut stencils which may not be 
available and he has to wait for the stencils to be 
requisitioned from the stores So there is delay in 
the performance of work. To avoid such a situ¬ 
ation requisitions should be placed sufficiently 
in advance and proper control over stationery 
and supplies should be exercised. 

(iv) Communication Gap : Sometimes, the de 
cisions taken at higher levels are not communi 
cated to the office. Plans may be altered withoui 
considering their impact on the office. For ex 
ample, if the organisation increases the volume 
of sales, there is an increased volume of work foi 
typing invoices. Consequently the work of des' 
patching gets delayed. This disrupts the flow oi 
work as the office is not able to cope with the 
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increased volume of work. The management 
should, therefore, keep the office informed about 
various decisions and changes that are going to 
take place. 

(v) Power Failure • Nowadays most office 
machines are electrically operated like electric 
typewriters, computers, electrostat machines. 
These machines facilitate the performance of 
office work. If there is frequent power failure in 
the office, most work cames to a halt. All stages 
of work are affected. Even the efficiency of 
office employees is affected. The management 
must, therefore, take all possible steps to ensure 
power supply, if necessary by installing a gen¬ 
erator. This would take care of the problem of 
power failure and disruption of flow of work. 

(vi) Employees' Attitude to Work • Some em¬ 
ployees are indifferent to their work. People 
sometimes slow down their work intentionally 
so that more work is not assigned to them. They 
waste a lot of ume doing unnecessary work and 


at the same time seem busy throughout the day 
Some employees waste time gossiping, keep on 
waiting for stationery instead of collecting it 
themselves, remain absent from their seats for 
long periods, etc. The remedy lies in discipline 
among the employees and their strict 
supervision. 

(vn) Absence of Employees . Employees may 
be absent for various reasons. This causes inter¬ 
ruption in the flow of work as there is nobody 
else to perform the work of the absentee 
employee. This can be avoided by arranging for 
substitutes. 

Although the flow of work may suffer from 
interruptions or delays due to various causes, it 
would be appropriate for the management to 
take effective steps for minimising such disrup¬ 
tions. This would ensure work flowing smoothly 
from one stage to another without delay. 


SUMMARY 


1. Meaning and Nature of Work Flow 

Certain office activities involve a number of stages through which they pass Flow of work refers to 
the movement of work from one stage to the subsequent stages. Timeliness is very important to 
ensure that work flows smoothly from one stage to another. Each person and his/her operation are 
important for a job to be completed. Also, activities have to be performed in proper sequence so that 
work is not disrupted. If any one person in the chain fails to perform the task in proper time it will 
lead to delay 

2. Flow Chart 

A flow chart indicates the various stages in the flow of work and depicts the way work moves along 
from one stage to another. These charts facilitate in analysing office procedures and minimise 
duplication of work. 

3. Nature and Importance of Flow Chart 

System and routine generally determine the flow of work Routines consist of many steps and they 
can be represented by a flow chart, Flow charts are also prepared to depict the arrangement of 
furniture, i.e., the layout in an office These charts help in studying the movement of files orpapers 
thioughout the office. They also help the management to supervise and control activities, to detect 
any fault in routines and'to standardise systems and procedures. 
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4. Difficulties in Flow of Work 

There are various types of problems which may disrupt the smooth flow of work The causes of 
interruption may include — 

• (i) Differences inTime Required 'The time required to perform a particular operation atone stage 
may be more than that required to perform the next operation at the next stage. Thus, work may 
get accumulated at particular stages and create bottleneck, 

(n) Unequal Volume of Work. • The volume of work may be heavier than usual on certain days, 
and disrupt the normal flow of work Hence, routine work may suffer 

(ill) Non-availability of Materials The performance of work may be delayed due to non¬ 
availability of material to office assistants 

(iv) Communication Gap Sometimes, decisions taken at higher levels are not communicated to 
the office This disrupts the flow of work as the office is not able to adjust itself to the changes 

(v) Power Failure Most office machines are electrically operated If there is power failure in 
the office, work involving electrical machines is affected 

(vi) Employees' Attitude to Work : Some employees are indifferent to their work They slow down 
their work and waste a lot of time. This disrupts the smooth flow of work 

(vii) Absence of Employees This causes interruption in the flow of work as there is nobody else 
to perform the work of the absentee 


QUESTIONS 


I. Objective-type 

Which of the following statements are True and which are False ? 

1. Flow of work refers to the movement of files from one desk to another. 

2. Flow charts help the management in supervision. - 

3. Difficulties in the flow of work arise due to inadequate staff employed 

4. To ensure a smooth flow of work each person should complete his/her task on time 

5. The causes for disruption in the flow of work are beyond the control of the management. 

II. Short-answer-type 

1. Draw a simple flow chart showing the flow of work in an office. 

2. State the objectives of preparing flow charts 

3. Explain with examples the concept of flow of work m an office 

III. Essay-type 

1. Discuss the difficulties in the flow of work encountered by the management Whatstepscan 
the management take to overcome them ? 

2. Explain the importance of a flow chart in studying the-flow of work. 



Chapter 4 


Office Organisation 


LEARNING OBJECTIVES 

After studying this chapter, you should be able to — 

— state the meaning of office organisation. 

— explain the various principles of office organisation. 

— appteciate the importance of these principles 

— explain the concepts of line, line and staff and functional organisations. 

— differentiate between centralised and decentralised office services. 

— list the various types of office charts. ( 1 

— appreciate the usefulness of the office manual in office work. 


4.1 INTRODUCTION 

As you know, organising is a process by which 
human and physical resources are brought 
together to foim a manageable unit. People, on 
the basis of the jobs that they perform, are 
grouped together into separate departments. These 
departments are interdependent and interrelated 
They work towards a common goal. 

Office work is performed by people whose 
activities must be organised so that they work as 
a homogeneous group. The office performs cer¬ 
tain functions which facilitate the working of 
other departments. Through the organising func¬ 
tion of the management the duties and responsi¬ 


bilities of the office employees are determined 
and assigned to them 

In this chapter, we shall discuss the meaning 
and nature of office organisation, the relevant 
principles of office organisation and other 
related aspects. 

4.2 MEANING AND NATURE OF 
OFFICE ORGANISATION 

Office work consists of various operations of a 
number of persons Their activities and func¬ 
tions have to be coordinated so as to provide for 
maximum efficiency and accuracy. A careful 
planning of what is to be done, who has to do it 
and how it has to be done, is necessary. Organi- 
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sing refers to the identification of various activi¬ 
ties, grouping similar activities, and establishing 
relationship between the superiors and the sub¬ 
ordinates. This involves creation of departments 
and establishing authority and responsibility of 
people at diffeient levels of the organised office 
The nature of office/organisation is similar to the 
organisation of a business firm. The objectives 
and goals, which are specified, are required to be 
kept in view and work assigned to people ac¬ 
cordingly go as to achieve the given objectives. 
The office organisation provides a framework 
for people to work together and perform the 
necessary functions effectively Good office or¬ 
ganisation leads to the smooth functioning of 
business operations. 

4.3 PRINCIPLES OF OFFICE 
ORGANISATION 

There are certain fundamental principles of 
organisation which are universally accepted. 
They are the guidelines for the management to 
adopt in organising office activities. These prin¬ 
ciples and their importance in office organisa¬ 
tion are outlined below. 

( 1 ) Principle of Division of Work: Work should 
be subdivided and allocated to different mem¬ 
bers of the office staff. When duties are assigned 
to an individual, consideration must be given to 
the special talent and ability of the individual. 
This will lead to specialisation and efficiency in 
doing a particular job. By performing a particu¬ 
lar type of work repeatedly, an individual 
acquires speed and accuracy. This leads to the 
overall efficiency of office services. 

(ii) Principle of Objectives : The objectives of 
an organisation should be clearly defined. They 
help in determining the duties and responsibili¬ 
ties to be assigned to the office staff. The office 
objectives must be in accordance with the organ¬ 
isational objectives. The office has to achieve 
certain objectives of providing various services 
to other departments. Forexanjple, the objective 


of the office is to render service to the organisa¬ 
tion by handling all correspondence. The office 
organisation, therefore, must conform to render¬ 
ing this service and thereby contribute to achiev¬ 
ing the organisational objectives. 

(lii) Principle of Functional Definition : All 
functions in an organisation are interrelated and 
interdependent. Identification and the grouping 
of operations should lead to similar activities 
being grouped together and defined, keeping m 
view the interrelationship and interdependence 
of the various operations. For instance, the mail 
handling operations m an office are grouped to¬ 
gether to constitute a mailing section which may 
include mail handling and despatching. Simi¬ 
larly, the filing and indexing functions are sepa¬ 
rated with well-defined operations involved. 

(iv) Principle of Span of Control: The span of 
control refers to the number of subordinates 
under the immediate supervision and control of 
a manager. There is no ideal number which may 
determine the span of control. It depends on the 
situation and nature of work to be performed by 
the subordinates. The span of control may be 
wide if the office work is repetitive and routine 
in nature. Alternatively, if complex activities are 
to be performed by subordinates the span of 
control should be narrow. 

(v) Principle of Unity of Command . This prin¬ 
ciple suggests that each employee in the office 
should receive orders from and report to only 
one superior. No individual can satisfy two 
superiors equally at the same time. When an em¬ 
ployee is accountable to more than one superior, 
there is bound to be confusion By reporting to 
only one supervisor the employee knows what 
work is expected of him/her and to whom he/she 
has to report. 

(vi) Principle of Partiy of Authority and 
Responsibility : Authority is the right to com¬ 
mand and the power to make decisions. Respon¬ 
sibility is the obligation forperforming the work 
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assigned. This principle states that if an individ¬ 
ual is given authority he/she must be made re¬ 
sponsible also for doing that particular job. Simi¬ 
larly, if a person is given responsibility he/she 
must also be given adequate authority to get the 
work done. 

(vii) Principle of Scalar Cham ' Scalar chain 
refers to the chain of individuals working in an 
organisation ranging from the highest to the 
lowest ranks. Each individual has to report to 
someone higher up in the chain. At the same time 
there is somebody subordinate to him/her lower 
down in the chain. Thus, there exists a clear line 
of authority from top to bottom. All individuals 
are linked step-wise through a chain. The scalar 
chain serves as a chain of command. This means 
that if an order or instruction is issued by the 
office manager it will be routed through the 
supervisor to the section officer and then to the 
office assistant. Thus, a clear line of authority is 
formed, which flows from the manager, through 
the supervisor and the section officer, to the 
office assistant. 

(viii) Principle of Esprit de corps : This refers 
to harmony and mutual understanding among 
employees so that they may work together as a 
team. Literally, the principle refers to team spirit. 
If individuals have harmonious relations with 
each other, they will be motivated to work harder 
and improve their efficiency. Harmony and mu¬ 
tual understanding ensures smooth flow of work 
without interruption and delay. 

4.3.1 Importance of Principles of 
Organisation 

Principles provide guidelines for organising of¬ 
fice activities. By following these principles the 
management ensures performance of work with 
speed, accuracy and efficiency by assigning 
tasks to individual employees according to their 
ability. Control and coordination of various ac¬ 
tivities are possible through a clear definition of 
authority and responsibility, and goals are real¬ 
ised through the framework of organisation. 
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4.4 TYPES OF ORGANISATION 

Organising refers to the grouping of similar ac¬ 
tivities for the achievement of common goals. 
This process leads to the creation of the structure 
of an organisation with superiors and subordi¬ 
nates at different levels of management. These 
individuals, placed at different positions, have 
certain predetermined duties assigned to them 
and authority relationships exist among the vari¬ 
ous positions. There are several ways in which 
these authority relationships in an organisation 
can be established. Depending upon this, there 
are three major forms of organisation, which are 
explained below. 

(i) Line Organisation. 

(n) Line and Staff Organisation. 

(ui) Functional Organisation, 

(i) Line Organisationi: In this type of organisa¬ 
tion, authority flows from top downwards and 
accountability flows upward in the same line. 
There are intermediate levels of authority be¬ 
tween the top and lower levels and authority 
flows in a straight line from the office manager 
to the lowest level, i.e, the office assistant. 
Duties are clearly identified and authority rela¬ 
tionships are easily understood by all concerned. 
Figi 4.1 shows the line of authority from the 
office manager to the level of office assistant. 
The degree of authority gets reduced at succes¬ 
sively lower levels. The office manager has 



Filing Clerk Typist Despatch Clerk 

Fig. 4.1 LINE ORGANISATION 
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complete line authority within his department. 
He/She determines what work shall be done, 
who shall do it and when.He/She hasiauthority 
to direct 1 people to act according to' his/her 
orders and instructions. 

(ii) Line and Staff Organisation : Line man¬ 
agers are assisted by specialists in certain areas. 
These specialists have'no direct authority over 
the line managers or the individuals under the 
direct control of line managers. They are only to 
assist and advise the line managers on certain 
issues. They gather information, conduct re¬ 
searches and make recommendations. The line 
managers may not always accept the advice of 
the staff specialists. In such situations, a conflict 
may arise between the line managers and the 
staff specialists. 

This type of structure of organisation is 
more effective as line managers are not special¬ 
ised in all types of activities, so they can get 
valuable assistance from staff specialists. For 
example, the internal auditor being a staff 


specialist may advise and assist the office man¬ 
ager in evolving a system of internal check in the 
office. But within his own department the inter¬ 
nal auditor has line authority. Similarly, in legal 
matters, the office manager may be advised by a 
staff specialist designated as legal adviser. 
(Fig. 4.2). 

(iii) Functional Organisation: This refers to an 
organisation which is divided into different de¬ 
partments depending upon the functions it per¬ 
forms. All similar types of activities are grouped 
together under one department. Each depart¬ 
ment is managed by a competent person in that 
area. He/She is solely in charge of the depart¬ 
ment. Every department performs its specialised 
function for the entire organisation. For ex¬ 
ample, in a large office the various sections may 
be subject to the functional authority of the 
heads of other departments in the organisation. 
Correspondence relating to the marketing de¬ 
partment as well as the production department 
may be earned out under the authority of the 



Line authority.Stuff authority 


Fig. 4 2 LINE AND STAFF ORGANISATION 
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respective managers of the marketing and pro¬ 
duction departments. The staff employed m the 
correspondence department has to work under 
the instructions of other managers. But for gen¬ 
eral purposes the office staff is under the control 
of the office manager. All these managers act 
independently and the subordinates have to re¬ 
ceive instructions from two or more managers. 
This causes confusion and conflict since there is 
overlapping of authority. 

4.4.1 Service Organisation 

Every organisation is divided into a number of 
functional departments like production, market¬ 
ing, etc The office being the centre of all activi¬ 
ties in an organisation can be considered as pro¬ 
viding various services to these departments. 
The office as a service department undertakes 
correspondence, filing, mailing and such other 
activities so as to relieve the functional depart¬ 
ments of the respective jobs. The office manager 
must accept that the work of these other depart¬ 
ments and also the supervision of the office as a 
whole are closely interrelated. Problems, if any, 


that arise cannot be resolved without consider¬ 
ing the impact on other departments. 

4.5 CENTRALISED VS. DECENTRA¬ 
LISED OFFICE SERVICES 

Office activities may be concentrated at one 
place or they may be performed in different 
departments. Accordingly, office services may 
be regarded as centralised or decentralised. 

Centralised Office Services 

Where Office services are centralised, all office 
work relating to various other departments— fi¬ 
nance, production, marketing, etc.— is performed 
at one place under the overall supervision of the 
office manager. For example, all correspon¬ 
dence relating to the finance, production and 
marketing is dealt with by the office and all 
filing work for the entire organisauon is done by 
the filing section in the office. Similarly, any 
requisition for materials by the production de¬ 
partment or sales orders for the marketing de¬ 
partment are processed by the office. All office 
activities pertaining to different departments are 



Fig. 43 FUNCTIONAL ORGANISATION 
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concentrated at one place, i.e., the central office. 

The advantages of centralised office 
services are as follows. 

(i) It allowscloser supervision by the office 
manager. 

(n) Since all office work is concentrated at 
one place, it proves to be more economi¬ 
cal. It leads to economies of time, effort 
and expense. 

(iii) Work can be equitably distributed and 
reallocated amongst the office.^taff, 

(iv) Machines and equipment of larger capa¬ 
city can be purchased, which is more 
economical. Also, machines can be fully 
utilised. 

(v) Office work can be performed by spe¬ 
cially trained and experienced staff and 
supervised by competent supervisors. 

However, there are also certain disadvantages of 
centralised services as mentioned below. 

(i) The general office staff may not be 
competent enough to handle work which 
requires specialised knowledge of the 
relevant departmental activities. For ex¬ 
ample, every typist may not be familiar 
with the details of production activities 
or marketing research and technical terms 
connected with’these functions. 

(ii) It may be difficult for a central office to 
assign priority of work according to the 
relative urgency of different departments. 

(iii) Confidential work is generally not con¬ 
sidered suitable for handling by the cen¬ 
tral office staff. 

Decentralised Office Services 

Decentralisation of office service implies loca¬ 
tion of various office activities separately in dif¬ 
ferent departments. This may be necessary where 
functional departments are situated in different 
localities, or the volume of departmental office 
work islarge. For example, the factory may be 


located faraway from the office, so the factory 
may require to have an office of its own. Simi¬ 
larly, the sales department may have its own 
office due to heavy work involved. In these cir¬ 
cumstances it is advisable for each department to 
have its own office services. Each department 
maintains its own office personnel and equip¬ 
ment. Correspondence, etc., relating to a par¬ 
ticular department are dealt wi th by the office of 
thedepartmentconcerned However, the overall 
control is entrusted to either the office supervi¬ 
sor or office manager at the central office. 

The advantages of decentralised office 
services are: 

(i) Specialised work requiring technical 
knowledge can be dealt with more effi¬ 
ciently in the departmental office. 

(ii) Urgent work of typing, mailing, etc., can 
be performed quickly. 

(in) Confidential documents can be safely 
handled in the departmental offices. 

The disadvantages of decentralised office 
services are as follows. 

(i) The office staff may not be fully utilised. 

(ii) . There may be unequal distribution of 

similar .work among the office staff in 
different departments. 

(iii) Similar machines and equipment may be 
used in different departments involving, 
heavy cost without full utilisation. 

(iv) It may be too expensive to arrange expert 
supervision of office work separately in 
each department. 

4,6 OFFICE CHARTS 

An office maintains records of activities of all 
the departments in the organisation. It is also ex¬ 
pected to provide information relating to the 
present and past activities, which may be re¬ 
quired by the chief executive or departmental 
managers. For communicating information and 
data based on the office records it is often 
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convenient to use office charts. These charts are 
diagrammatic representation of factual informa¬ 
tion. They provide an overall picture of the 
situation at a glance. From time to time the office 
may be required to prepare special charts. 

Office charts may be of various types : 

( 1 ) Graphic Charts : Graphic charts consist of 
graphs and diagrams. Presentation of statistical 
data on a graph paper is known as graphic chart. 
For example, a sales chart may be prepared 
showing the total sales per month. If the market¬ 
ing manager wants to know the changes in monthly 
sales he can find the information at a glance from 
the chart. Bar diagrams, representing the same 
data can also be drawn on graph paper. It is a 
pictorial representation of the statistical data on 
the graph paper. The diagram can be shaded to 
attract attention. 

(ii) Flow Charts : In the previous chapter we 
have discussed flow charts. Flow charts indicate 
the various stages in the flow of work. For ex¬ 
ample, the activities involved in mailing a letter 
can be represented diagrammatically in a flow 
chart. The flow chart is prepared to depict the 
way work moves along from one stage to another. 



(lii) Layout Charts: As discussed earlier, such 
charts are prepared to depict the arrangement of 
furniture and equipment in an office. Layout 
charts help in studying the movement of files in 
the office. 

(iv) Organisation Charts Organisation charts 
are prepared to depict varidus positions in an or¬ 
ganisation, It is a plan of working relationships. 
It shows who is to get the work done and from 
whom. All relationships are clearly indicated in 
the chart. It can be prepared to depict (a) Func¬ 
tional structure, or (b) Divisional structure of 
the organisation. 

Functional Organisation Chart An organisa¬ 
tion is generally divided into a numberof depart¬ 
ments on the basis of separate functions, like 
production, purchase, sales, finance, accounts, 
personnel, etc. The office is also a separate de¬ 
partment in the organisation. Each department is 
again subdivided into separate units or sections? 
All these are shown in the functional organisa¬ 
tion chart. Sometimes the designation of the 
heads of departments are also indicated in such 
a chart, (see Fig. 4.3) 
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Divisional Organisation Chart : When an or¬ 
ganisation has two or more product divisions, 
each division is like a separate business unit 
looking after the production and sales of a prod¬ 
uct, and each has departments based on various 
functions. A chart may be prepared showing the 
various product divisions as well as the func¬ 
tional departments m each division, 

4.6,1 Usefulness of Charts 

Office charts show at a glance either the trend of 
events (as in graphic charts), or flow of work (as 
in flow charts), or the existing interrelationships 
between the departments or positions (as m or¬ 
ganisation charts). From the position charts like 
an organisation chart the management may 
identify deficiencies or gaps in the existing position. 
From the trend charts the planning of future 
activities is made easier. Also, the efficiency in 
performance of various departments can be easily 
ascertained. The flow charts help the manage¬ 
ment to ensure smooth flow of work from one 
stage to another. The employees find charts 
easier to understand than a descriptive detail of 
events or trends. 

4.7 OFFICE MANUAL 

An office manual refers to the consolidated infor¬ 
mation which is available to the employees with 


respect to the organisation, administration and 
procedural aspects of operations. The manual is 
usually in the form of a book or booklet It serves 
as a guide to all the employees 

4.7.1 Contents of Office Manual 

Generally, an office manual contains the follow¬ 
ing information. 

(l) Information about the Company : Informa¬ 
tion relating to the company provided in the 
manual may include a brief history of the organ¬ 
isation, its objectives, nature of business, loca¬ 
tion, names of officers with their designations, 
and thepolicies of the company. An organisation 
chart may also be included. 

(ii) General Office Rules and Regulations: It is 
important for an employee to know his/her duties 
and privileges. Hence, the manual contains the 
more important rules such as those regarding 
attendance and office hours, overtime, penalty for 
coming late, different kinds of leave available, 
etc. Information is also provided in the manual 
about salary and allowances, bonus, rest room, 
canteen facilities, medical benefits, safety de¬ 
vices, provident fund rules, loan facilities and re¬ 
tirement benefits. 

(iii) Standard Instructions: For the guidance of 
the office staff, standard procedures and meth- 
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Fig. 4.5 DIVISIONAL ORGANISATION CHART 
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ods to be followed in day-to-day work are laid 
down in the manual, particularly with respect to 
inter-department dealings, requisition of sta¬ 
tionery from the stores, records to be main¬ 
tained, supervision and control, etc. 

4.7.2 Importance of Office Manual 

The office manual is helpful to the employees as 
well as the management in several ways. The 
more significant advantages which make the 
manual so important in office administration are 
as follows. 

( 1 ) In large organisations employing hun¬ 
dreds of office employees working in 
different branches or departments, it is 
difficult to manage the office activities 
unless written guidelines are issued in 
the form of instructions and information. 


(ii) Rules and regulations are laid down in 
writing and procedural steps are clearly 
indicated. Therefore, there is no ambigu¬ 
ity. 

(lii) The manual can be used to fix responsi¬ 
bility for specific duties. Each employee 
knows his/her job and the manner in 
which it is to be performed. 

(iv) The manual can be used as an aid for 
induction of new employees, i.e., famil¬ 
iarising the employees with the working 
conditions in the organisation. 

(v) When a manual is prepared all depart- 
m ental activities are reviewed and exam¬ 
ined so as to standardise various opera¬ 
tions. This results in elimination of du¬ 
plication of work and secures higher ef¬ 
ficiency. 


SUMMARY 


1. Meaning and Nature of Office Organisation 

Office work is performed by a number of persons whose activities mustbe organised to enable them 
lo work as a homogeneous group. Through the organising function, duties and responsibilities of the 
office employees are determined and assigned to them. The office organisation provides a framework 
for the people to work together and perform the necessary functions effectively. 

2. Principles of Office Organisation 

Principles are guidelines adopted by the management for organising the office activities. These are : 

(i) Principle of Division of Work , Work should be sub-divided amongst the office staff thereby 
leading to specialisation and efficiency. 

(ii) Principle of Objectives : The office objectives must be in accordance with the organisational 
objectives, which should be clearly defined. 

(iii) Principle of Functional Definition Similar activities should be grouped together depending 
upon the interrelationship of the operations involved. 

(iv) Principle of Span of Control . The span of control refers to the number of subordinates under 
the immediate supervision of a manager 

(v) Principle of Unity of Command , Each employee should receive orders from and Teportto only 
one superior. 
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(vi) Principle ofParity-ofAuthority and Responsibility : Authority should commensurate withre- 
sponsibility. An individual should be given authority as well as made responsible for doing 
a particular job. 

(vii) Principle of Scalar Cham All individuals are linked step-wise through a chain, known as the 
scalar chain. This serves as a chain of command so that there exists a clear line of authority 
and line of communication from top to bottom. 

(viii) Principle of Esprit de Corps .' This refers to harmony and mutual understanding among the 
employees so that they work together as a team. 

3. Importance of Principles 

Principles provide guidelines for the office activities. Control and coordination of the activities is 
possible and work is performed with speed, accuracy and efficiency 

4. Types of Organisation 

The organising process leads to the creation of a structure of organisation with superiors and 
subordinates placed at different levels of management There are three major forms of office 
organisation: line, line and staff, and functional. 

(l) Line Organisation In this type of organisation authority flows in a straight line from the 
office manager to the lowest level, that is, the office assistant. The office manager has 
complete lute authority within the department 

(n) Line and Staff Organisation : Lme managers are assisted by specialists m certain areas. These 
staff specialists assist and advise the line managers They have no direct authority over the line 
managers. 

(iii) Functional Organisation : The organisation is divided into different departments depending 
upon the functions it performs. Every department performs its specialised function fdr the 
entire organisation and is managed by a competent person in that area. All these managers act 
independently and the subordinates have to receive instructions from the managers. 

, 5. Service Organisation 

The office as a service department undertakes correspondence, filing, mailing and other activities 
so as to relieve the functional departments of the respective jobs. Ofcfice activities may be 
concentrated at one place or may be'performed in different departments, 

Centralised Office Services 

Under this arrangement all office work relating to various other departments, like finance, 
production, marketing, etc., is performed at one place under the overall supervision of the office 
manager. 

The advantages of centralised office services are: closer supervision, economies of time, effort 
and expense, equal distribution of work, and maximum utilisation of machines. The disadvantages 
are: (i) confidential and specialised department work cannotbehandled by the centralised staff, and 
(ii) priority may not be given to urgent,work of any department. 

Decentralised Office Services 

This implies location of the office activities separately in different departments. Each department 
maintains its own office personnel and equipment. Moreover, the overall control is entrusted to the 
office manager at the central office. The advantages are : (i) confidential documents can be safely 
handled, and (ii) specialised work can be dealt with properly The disadvantages include unequal 
distribution of work, under-utilisation of the office staff and machines, andheavy cost of equipment. 
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6. Office Charts 

These charts are di agramm atic representation of factual information. They provide an overall picture 
of the situation at a glance. There are various types of charts. 

( 1 ) Graphic Charts presenting statistical data on a graph paper, (u) Flow Charts indicating vari¬ 
ous stages in the flow of work; ( 111 ) Layout Charts depicting the arrangement of furniture and equip¬ 
ment in the office; (iv) Organisation Charts showing the relationships between different depart¬ 
ments, divisions and units of the organisation and the levels of authority in the structure 

7. Usefulness of Charts 

The charts portray either the trend of events or flow of work or the organisation structure. Employees 
find charts easier to understand, and the efficiency of the departments can be easily ascertained. 

8. Office Manual 

It refers to the consolidated information which is provided for the employees with respect to the 
organisation, administration and procedural aspects of operations. 

The office manual contains information about the company, general office rules and regulations 
regarding attendance, leave, salary, restroom and canteen facilities, provident fund, etc , and stan¬ 
dard instructions regarding methods and procedures 

The office manual is important because of its usefulness in office administration. Rules, regu¬ 
lations and procedures are laid down in writing and clearly understood by the employees 

The manual facilitates induction of new employees and standardisation of various operations. 


QUESTIONS 


I. Objective-type 

State whether the following are True or False 

I. Staff specialists can give orders to the line managers. 

2 A centralised office is more suitable for dealmg with confidential documents. 

3. In a functional organisation all managers can act independently of each other. 

4 The span of control must be narrow if routine activities are performed by subordinates. 

5. The office objectives must be similar to the organisational objectives. 

II. Short-answer-type 

1. What is meant by office organisation ? 

2. How does the principle of span of control differ from the principle of unity of command ? 

3. All individuals at different levels are linked together. Explain 

4. How do the principles help in organising office activities ? 

5 Explain the meaning and importance of the office manual. 

III. Essay-type 

1. Explain any five principles of office organisation. 

2 The office provides clerical services to the organisation. Discuss. 

3. How can the concept of line and staff organisation be applied to the office ? 

4. Confusion and conflict occur in a functional type of organisation. Discuss. 

5. Explain the advantages and limitations of centralised and decentralised office service*. 

6 Enumerate and discuss the uses of various types of office charts 



Chapter 5 


Office Communication 


LEARNING OBJECTIVES 
After studying this chapter, you should be able to — 

— state the meaning and describe the process of communication. 

—■ enumerate the basic principles of communication, 

— define internal communication. 

« 1 1 ' ' , , 

describe the .various methods of internal communication. 

; explain external communication. 

; —, outline .the various methods of external communication. 

I > distinguish between the internal and die external communication. 


5.1 INTRODUCTION 

In Chapter 1, we have discussed communication 
as one of the important functions of a modem 
office. Its importance has also been described 
while explaining the relationship of the office 
\ with other departments. In this chapter we shall 
discuss what is meant by communication and the 
process of communication, enumerate the basic 
principles of communication, as well as discuss 
the various, methods of internal and external 
communication, 1 

5.2 MEANING OF COMMUNICATION 

Communication is the process of transmitting 
verbal and non-verbal messages intended to pro¬ 
duce a response. Itis a means by which ideas and 


information are transferred from one person to 
another. The process is completed when the 
message is followed by the desired response from 
the recipient of the message. In other words, it is 
a two-way process of exchanging ideas and in¬ 
formation. 

5.2.1 The Communication Process 

The word ‘process’ refers to a series of steps 
which are involved in any activity. For a clear 
understanding of the communication process the 
following elements of the process may be distin¬ 
guished : 

(i) Sender* 

(ii) Message. 

(iii) Channel and medium. 
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(iv) Receiver. 

(v) Feedback, 

Sender or Encoder. The physical act of sending 
a message is done by a person who is known as 
the sender or encoder. The encoder uses symbols 
— usually words, spoken or written, and some¬ 
times gestures, etc., to convey the message. The 
receiver of the message interprets it and reacts 
with a response. 

Message ■ The message generally consists of 
spoken or written words for transmission. It may 
also consist of symbols, gestures, signals and 
even pictures to convey an idea or information. 
The act of framing the message to be conveyed is 
known as encoding. The objective is to ensure 
that the receiver of the message understands it as 
desired by the sender. 

Channel and Medium ' The channel of commu¬ 
nication refers to the mode of communication. It 
may be oral or written Either way the message 
requires a means'or a medium to be transmitted. 
For instance, an oral message is transmitted ver¬ 
bally through the medium of air, whereas a writ¬ 
ten message is transmitted through the medium of 
paper used to wnte it on. 


Receiver . Having got the message, the receiver 
interprets it (also known as decoding). The re¬ 
ceiver has to ensure that the message received is 
clear. If not, the sender may be asked to repeat the 
message or clarify any point that may be neces¬ 
sary. There are situations where a message may 
be received by a group of persons through 
notices, circulars, statements or speeches. 

Feedback : On receipt of the message the 
receiver reacts with a response. When communi¬ 
cated to the sender the response is known as 
feedback. The sender compares the response 
with the desired response. If necessary, another 
message may be sent to get an appropriate re¬ 
sponse. The process continues until the sender is 
satisfied with the response. This process is illus¬ 
trated in Fig. 5.1. 

5.2.2 Importance of Communication 

Communication is a vital tool of the management 
In every organisation, the day-to-day activities 
based on decisions, orders and instructions have 
to be properly understood and acted upon. 
Effective communication ensures proper 
interpretauon of the orders and instructions. 



Fig. 5.1 COMMUNICATION PROCESS 
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Communication of factual information is impoi - 
tant for planning future activities and framing 
policies. It enables the management to make 
timely decisions for conducting the managerial 
functions of organising, directing, controlling 
and coordinating activities. Besides, human re¬ 
lations and the morale can be maintained and 
improved only through regular communication 
between the superiors and the subordinates. 

5.3 BASIC PRINCIPLES OF 
COMMUNICATION 

To make communication effective the manage¬ 
ment must keep in view certain guidelines which 
are regarded as the basic principles of communi¬ 
cation. These principles are summarised below. 

Suitability ' The means and methods of commu¬ 
nication must be suited to the type of message to 
be transmitted For instance, formal communi¬ 
cation should be transmitted in writing whereas 
informal communication may be verbal. Again, 
figures should not be communicated over the 
telephone since it is possible that the figures may 
not be heard distinctly. 

Clarity: The message to be transmitted should 
be m such a form that it may"be clearly under¬ 
stood by the receiver and ensure a proper re¬ 
sponse. The language should be simple and 
precise as well as complete in all respects. 

Attention: The content of themessage should be 
so framed that it may attract the full attention of 
the receiver on its receipt. Whatever its form the 
communication would be useless if the receiver 
does not pay proper attention to it. For example, 
a form letter may not receive as much attention 
as a specially drafted letter, 

Economy. The means and methods used for 
communication should be economical. For in¬ 
stance, depending upon the nature and urgency 
of the message, an urgent communication may 
be transmitted either by speed post or by a long¬ 
distance telephone call. For an ordinary commu¬ 


nication which is not urgent, it may be economi¬ 
cal to mail a letter rather than to make a phone 
call. 

Accuracy • The purpose of communication is 
bound to be lost if the message does not contain 
accurate and complete information. It is thus 
necessary that the contents of the message must 
be prepared with care to ensure accuracy of the 
message. 

Speed: Speedy transmission of a message is 
extremely valuable in the process of communi¬ 
cation. Often a communication can serve its pur¬ 
pose only if it reaches the receiver when it is 
required. 

Timeliness: The time of transmitting a message 
must be decided according to the conditions 
under which the desired response is expected. 
For instance, letters sent by ordinary mail should 
be despatched keeping in view the estimated 
date by which the mail would reach the destina¬ 
tion. 

Internal and External Communication 

Office communication may take place within 
the organisation or with outsiders. Accordingly, 
it is classified as— 

(i) Internal Communication. 

(li) External Communication. 

5,4 INTERNAL COMMUNICATION 

Internal communication refers to communica¬ 
tion within an organisation. It pertains to matters 
of interest to the management, staff and workers. 
It may take place between individuals and de¬ 
partments or between the head office and the 
branch offices of the organisation. 

5.4.1 Methods of Internal Communication 

Methods of in temal communication may be clas¬ 
sified as — 

(i) Vernal, and 
(li) Non-verbal. 
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Verbal Communication 

Verbal communication refers to the trans¬ 
mission of messages in the form of spoken 
words. It may take place by way of face-to-face 
conversation or over the telephone. Verbal com¬ 
munication may be supplemented by visual aids 
guch as pictures, figures, diagrams and charts, 
where necessary. 

Certain mechanical systems which may be 
installed for internal communication are dis¬ 
cussed below. 

Intercom: This is a telephone system used for 
internal communication. The system operates 
through push-button-type instruments all of which 
are interconnected. A number is allotted to each 
of these instruments. The user can commun icate 
by pressing a button, according to the number of 
another instrument with which communication 
is desired. This system has certain limitations 
The number of instruments and the distance 
between any two points cannot be increased 
beyond a certain limit. Thus, die system cannot 
be used to make external calls. However, the 
intercom system does not require an internal 
exchange to operate and is, therefore, economi¬ 
cal to install. It is found to be very useful in small 
organisations. 

Branch Exchanges :■ The telephone department 
allows the installation of an internal exchange as 
an extension to the regular telephone lines pro¬ 
vided for the organisation. This is called Private 
Branch Exchange (PBX) or Private Automatic 
Branch Exchange (P ABX) or Electronic Private 
Automatic Brarich Exchange (EPABX), depend¬ 
ing upon the principle on which these exchanges 
operate. 

With this type of an installation it is possible 
to communicate internally and externally through 
the same telephone instrument. Other features 
include transfer of calls from one internal exten¬ 
sion to another. A more detailed discussion fol¬ 
lows in the section entitled External Communi¬ 
cation. 


Executive Telephone System• With this system 
the office manager can have direct and 
simultaneous connection with more than one 
point and then speak as in a conference. These 
telephones are fitted with loudspeakers so that a 
person can speak and listen without holding the 
usual earpiece and microphone set One can also 
speak and listen to messages from a distance of 
10-15 feet of the instrument. This system saves 
time and is easy to operate and ensures accuracy. 

Staff Location System • In a large organisation 
there may be occasions when it is desired to 
contact a person quickly for an urgent communi¬ 
cation. For instance, engineers in a factory, or 
heads of departments, or doctors in a hospital 
may have to be contacted at a short notice. On 
such occasions a system of internal communica¬ 
tion, called staff location system, may be used. 
The following are the common types. 

Public Address System This is frequently used 
in factories, where the telephone operator may 
announce the names of one of more individuals 
and request them to report to the concerned 
office through loudspeakers fitted in different 
parts of the building. 

Radio Paging System * Under this system certain 
members of the staff on duty are provided with a 
small portable radio receiver. When an individ¬ 
ual is required his receiver beeps, vibrates or 
lights up. He is then expected to go to the nearest 
telephone and contact the caller. This system has 
the advantage of restricting the signal to the con¬ 
cerned member of the staff without disturbing 
others. 

Non-Verbal Communication 

Most formal communications are generally trans¬ 
mitted in writing. This helps to maintain a per¬ 
manent record of the message which, if neces¬ 
sary, may be used for future reference. Forms of 
written communication in use may be memo¬ 
randa, notices, and other written messages. 
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Memoranda: Memo, as it is often called, is a 
message written without formal salutation and 
complementary notes. It is simply signed by the 
sender along with the date of issue. The message 
which may be some information or instruction is 
precisely written. Memo papers may be avail¬ 
able with printed words like to, from and date. 
Memos are generally sent through messengers to 
the concerned persons. 

Circulars and Notices: When a message is ad¬ 
dressed to a number of persons it is generally 
written in the form of a notice or a circular. 
These are either circulated through a messenger 
or put up on the notice-board for information to 
the concerned staff. 

Reports: A report is a statement which may be 
prepared in connection with ordinary or routine 
matters and for a special purpose. 

Ordinary reports contain astatementof facts 
without any opinion or recommendation. They 
are meant to convey some information or prog¬ 
ress of work. Often ordinary reports are prepared 
m prescribed forms Special reports, on the other 
hand, are prepared on the basis of a special 
enquiry or analysis of facts. They contain opin¬ 
ions, recommendations or conclusions based on 
the analysis. 

5.5 EXTERNAL COMMUNICATION 

External communication pertains to communi¬ 
cation between the organisation and others out¬ 
side the organisation. As in the case of internal 
communication the mode of external communi¬ 
cation may be verbal and non-verbal. The 
methods in practice are discussed below. 

5.5.1 Methods of External Communication 

(i) Verbal Communication 
Verbal communication may consist of: 

(a) Face-to-face communication. 

(b) Telephonic communication. 


(a) Face-to-face Communication. On occasions 
face-to-face communication may be necessary 
through the personal visit of either party to the 
others in office. Confidential matters and ex¬ 
change of views intimately are often better done 
through face-to-face communication. However, 
it involves spending more time on communica¬ 
tion than may be justified in most situations. 

(b) External Telephone System. This refers to 
the telephone connections provided by the tele¬ 
communication department The system con¬ 
sists of an internal exchange in a city or for an 
area catering to a number of subscribers who pay 
for the facilities of a telephone. The types of tele¬ 
phone services available and worth noting are as 
follows. 

Trunk Call Service. This service is meant for 
making long-distance calls. A person has to call 
the local exchange and wait for the connection to 
be made by the exchange with the called person. 
When established, the operator connects the 
called person with the calling party, thus en¬ 
abling the communication to take place. 

STD Service. In effect STD (Subscriber Trunk 
Dialling) provides the same facilities as trunk 
call, i.e., enables long-distance communication. 
In this case the subscriber can directly dial 
through a normal dial telephone. For calls within 
the country a city code number has to be dialled, 
followed by the number of the called subscriber. 
This type of call can be made only for places 
having STD code numbers allotted. Charges for 
STD calls are relatively higher than those for 
local calls or trunk calls 

ISD Service: ISD (International Subscriber Di¬ 
alling) service, which is similar to STD,is meant 
for international calls. One has to dial the inter¬ 
national access code followed by the country 
code, the city code and finally the distant sub¬ 
scriber's number. This enables talking to indi¬ 
viduals across the borders of the country. Calls 
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can be made from New Delhi or any other city 
having ISD facilities to communicate with per¬ 
sons in London, New York, Sydney, Pans,etc 

Private Branch Exchange (PBX) Both internal 
and external communication is possible through 
this system. This can be installed either through 
the telephone department or privately. Both the 
external and internal lines are connected to the 
PBX to provide for the necessary service. 

There are vanous types of branch exchanges 
depending upon how they are operated. A brief 
discussion of these types is given below. 

Manual Box This exchange is operated man¬ 
ually by a telephone operator. It may be regarded 
as a central exchange for all the internal and 
external telephone lines. With the help of a 
switch board (with indicating lights) the oper¬ 
ator connects the incoming calls to the relevant 
departments. Similarly, all outgoing calls from 
the vanous extensions are connected with the 
external numbers m a queueing sequence. 

Private Automatic Branch Exchange (PABX) 
PABX is similar to a manual PBX except that it 
does not require an operator’s presence at all 
'times. The mechanism is based on an electro¬ 
magnet system which allows automatic han¬ 
dling of all traffic. 

Electronic Private Automatic Branch Exchange 
(EPABX) EPABX is just the same as a PABX 
except that the processing of the call traffic is 
done by an electronic chip called the micropro¬ 
cessor This allows better service and call han¬ 
dling capability than the PABX. Above all, the 
space requirement is practically afraction of that 
required by other types (between the same ranges 
and space). 

Key Telephone System This is the latest in the 
field of private branch exchange where no cen¬ 
tralised exchange is required to be installed. 
Each telephone has an independent identity and 
a set of two or more telephones can be linked to 
give the same or better facilities than the EPABX 


(ii) Non-Verbal Communication 

There are different means of non-verbal commu¬ 
nication as mentioned below 

Telex• Telex provides a means of printed com¬ 
munication using teleprinters. Teleprinters are 
machines which have typewriter-like keyboards 
and are connected to a central exchange through 
dialling Teleprinters are installed by the tele¬ 
communication department on request (many 
times on rental) Subscribers to the telex service 
can get across to any other distant or near sub¬ 
scriber (outside or within the country) by 
directly dialling the station code, followed by 
the called subscriber’s telex number. 

The telex call traffic is handled by one or 
more, centralised exchanges within a city or an 
area. When the call matures, the typed character 
is reproduced almost simultaneously on the called 
subsenber’s teleprinters In this manner any length 
of written matter can be communicated by the 
two subscribers. The charges are based upon the 
distance between the two subscribers and the 
durauon of the use of the facilities. 

FAX, The FAX service enables instant trans¬ 
mission of the facsimile of an entire document 
containing handwritten or printed material as 
well as graphics, diagrams, signatures, photo¬ 
graphs, etc , to different locations within or out¬ 
side the country. The advantage of this service 
over telex is that it transmits any data on the 
document without the need to type This service 
is permitted on existing telephone lines on a dial 
up basis. The FAX machine is to be procured and 
owned by the user and should be attached to the 
telephone lines. 

Telegram Today with telex and STD available 
to business fiims, the use of the telegram has 
been reduced. Still it provides a speedy method 
to communicate wntien messages It is specially 
useful in those cases where telephone or telex 
facilities are not available Inland and overseas 
telegrams are charged according to the number 
or words used In order to shorten the company 
name and address many farms use a telegraphic 
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address. This must be got registered with the post 
office on payment of a small amount for registra¬ 
tion and inclusion in the directory of telegraphic 
addresses. 

Letters and Correspondence by Mail. This hap¬ 
pens to be the most widely used method of 
external communication especially by business 
offices. Correspondence by post is a more eco¬ 
nomical mode of communication as compared 
with other methods of communication. Written 
correspondence permits detailed communica¬ 
tion to be made and to confirm verbal communi¬ 
cation by way of recording the matter. Letters 
and documents may be sent by ordinary post, 
registered ppst as well as by speed post. Speed 
post service is available in selected post offices. 
It ensures delivery of mail at the destination 
within a day or two of despatch. 

Correspondence through Private Couriers Let¬ 
ters can be sent through private couriers on pay¬ 
ment of perscribed charges for rapid transmis¬ 
sion of mail. Courier services are available in 
many cities and towns. 

Other Methods of External Communication 

For communication addressed to the general 
public, certain methods of external communica¬ 


tion used are advertisements, press releases, etc. 
Advertisements are printed and pictorial matter 
given in circulation media like newspapers; jour- ’ 
nals. They are intended to serve a specific pur¬ 
pose desired by the advertiser and may be in the 
form of public notices for announcement of 
annual general meeting, report of the chairman, 
recruitment advertisement, and commercial ad¬ 
vertisements to promote products and services. 

Press releases are used to bring an item of 
news which might otherwise pass unnoticed, to 
the attention of the various news media. For 
instance, in the event of a strike or lock-out the 
management may want their point of view to be 
known to the public A press release may then be 
issued for the purpose. 

Certain basic requirements of a press re¬ 
lease necessitate that the information must be of 
particular interest to the press (print media). It 
must have news value and be written and pre¬ 
sented in a suitable form. Besides, the informa¬ 
tion must not be stale, i.e, out of date. 

5.S.2 Difference between Internal and 
External Communication 
The dilference between internal and external 
communication arises out of the nature and pur¬ 
pose of each, which may be outlined as follows. 


Internal Communication 

1. It refers to exchange of information and 
messages between persons and departments 
of the same organisation, 

2. It is aimed at effective coordination and 
control of activities within the organisa¬ 
tion, 

3. It serves the purpose of conveying what 
the management wants the employees to 
achieve and to get feedback from employ¬ 
ees about their performance and reactions 
to the decisions of the management. 

4. It helps the management to maintain har¬ 
monious relations among the people in the 
organisation and to sustain their morale, 


External Communication 

1. It involves exchange of information be¬ 
tween a particular organisation and out¬ 
side parties and other organisations. 

2. It is aimed at interacting with outsiders on 
matters relating to business activities. 

3. It serves the purpose of securing informa¬ 
tion relating to financial and product- 
market conditions and changes in legal 
regulations, technology and the business 
environment. 

4 . It helps the management to build public 
image and goodwill of the firm. 
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SUMMARY 


1 . Meaning of Communication 

Communication is the process of transmitting verbal and non-verbaiTrnK5ttg?rrfom one person to 
another.lt is a two-way process of ex changing ideas and information The process is completed when 
the message sent is followed by the desired response from the recipient of the message The process 
consists of five elements, sender, message, channel and medium, receiver, and feedback The sender 
or encoder of the message uses symbols, usually words spoken or written The act of framing the 
message is known as encoding The channel and medium of communication may be oral or written, 
which may be transmitted verbally through the medium of air or mechanical devices like the 
telephone or through the medium of paper used to write the message on The receiver interprets or 
decodes the message and responds to it. When communicated to the sender the response is known 
as feedback 

2. Importance of Communication 

Effective communication ensures proper interpretation of decisions, orders and instructions in the 
course of the day-to-day activities It provides factual information required for planning future 
activities and framing policies by the management. It also enables the management to make timely 
decisions for conducting various managerial functions, 

3. Basic Principles of Communication 

To make communication effective, certain guidelines of basic principles should be kept m view by 
the management. These are. principles of clarity, attention, economy, accuracy, speed and timeli¬ 
ness 

4. Internal and External Communication 

Office communication may be classified as Internal Communication, which takes place wilhm the 
organisation and External Communication, which takes place with outsiders 

Internal Communication Communication within the organisation may take place between 
individuals, departments or between the head office and branch offices of the organisation, Methods 
of internal communication may be verbal and non-verbal. 

Verbal communication through spoken words may take place by way of face-to-face conver¬ 
sation or over the telephone. Mechanical systems which may be in use for internal communication 
are: Intercom; PBX or PABX; Executive Telephone System, Staff Location System; Public Address 
System; Radio-paging System, 

Non-verbal communication, which is transmitted in writing, may be in the form of memoranda, 
circulars and notices, ordinary reports and special reports. 

External Communication . It pertains to communication between the organis atton and others outside 
the organisation. The mode of communication may be verbal and non-verbal, 

Telephone services provided by the Telecommunications Department for external communi¬ 
cation are: Trunk call service; STD service; ISD service, PBX, PABX; EPABX; Key telephone 
system. 
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Methods of non-verbal (written.) communication available are 1 Telex; FAX; Telegrams; 
Letters, and correspondence by post, advertisements and press releases through print media 

Difference . The difference between the internal and the external communication arises out of the 
nature and purpose of each 


QUESTIONS 


I. Objective-type 

I. Which of the following statements are True and which are False ? 

(l) The process of communication is complete as soon as the message reaches the receiver, 

(n) Formal communication is generally transmitted m writing 

(m) Intercom system can be used for both the internal and external communication purposes. 

(iv) A written message in the form of memo does not contain the name of the sender or the receiver. 

(v) Handwntten documents can be transmitted as such by FAX but not by Telex 

(vi) Both internal and external communication is possible through PBX. 

2 Fill in the blanks ■ 

(l) The response of the receiver of a message is known as_ 

(ii) PABX and EPABX do not require the presence of an_for handling the 

telephone calls 

(lii) Graphics and diagrams can be directly transmitted by means of_service 

(iv) Telex provides ihe means of transmitting written communication with the help of 

(v) Notices may be circulated through_or put up on_. 

II. Short-answer-type 

1. What is meant by communication? State the basic elements of the process of communication. 

2 Defme internal communication and external communication 

3 State the usefulness of PABX 

4. Explain briefly the importance of communication m business firms 

5 You are required to send a set of drawings and designs of machinery from Delhi to Madras for the 
finalisation of a contract the next day. What mode of communication will you use and why? 

HI. Essay-type 

1 Explam the various types of mechanical systems whichmay be used forverbal communication within 
an organisation 

2 Describe at least three different forms of non-verbal communication in a business firm 

3. State and explam three modes of transmitting written communication to outsiders 

4. ‘The difference between internal and external communication arises out of the nature and purpose 
of each " Elaborate the statement 
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Office Mechanisation 


LEARNING OBJECTIVES 

After studying this chapter, you should be able to — 

— explain the concept of mechanisation. 

— describe the need for and importance of office mechanisation. 

— state the limitations of office mechanisation. 

— enumerate the factors to be considered for mechanisation of office operations. 

— describe various types of office machines and equipment 


6.1 INTRODUCTION 

One of the characteristics of a modem office is 
the increasing use o f di fferent types of office ma¬ 
chines. Today, machines have becomeas much a 
part of the office as are machines in a factory, 
With the increasing workload and increase in 
routine and repetitive nature of operations, the 
use of office machines has become all the more 
significant. In this chapter, we shall discuss the 
need, importance and limitations of office 
mechanisation as well as explain different types 
of machines which arc used in modern offices 

6.2 CONCEPT OF MECHANISATION 

Mechanisation means replacement of manual 
work by machines. It includes the use of all types 
of general and specific purpose machines that 
facilitate saving in labour cost, quicken the pace 


of office work and add to the accuracy of work. 
Moreover, information required by modem busi¬ 
ness m resolving complex problems is so tremen¬ 
dous that it is difficult to collect and analyse it 
without the help of machines and equipment 
Machines can do the work of storage, analysis and 
interpretation of informauon within shortest 
possible time 

6.3 NEED FOR AND IMPORTANCE OF 
OFFICE MECHANISATION 

Office machines save time and labour and re¬ 
duce the cost of administration by increasing the 
output of work They speed up work, ensure 
accuracy, and improve efficiency. At the same 
time they help the management in keeping the 
employees happy and contented by relieving 
them of pressure and monotony of work. Human 
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resources can be utilised for jobs which require 
mental effort and judgement. 

6.3.1 Importance of Mechanisation 

The importance of office mechanisation arises 
out of its advantages and usefulness as given 
below 

( 1 ) Saving of Labour Office machines are 
labour-saving devices. Large volume of work can 
be handled by fewer employees and thus there is 
saving on labour cost They also make operations 
less tiresome. 

(ii) Saving of Time Machines turn out more 
work than is manually possible. They work faster 
and thus there is considerable saving of time For 
example, m an organisation employing a large 
number of people, preparation of the payroll takes 
considerable time if the job is done manually. 
Through the use of machines, this work could be 
done in a much shorter time. 

(iii) Greater Accuracy One of the important 
advantages of using machines is accuracy of 
work, especially m accounnng, computation and 
statistical calculations. They minimise clerical 
errors. There is little need for manual checking 
and rechecking, which means saving in the re¬ 
quirement of supervisory staff. 

(iv) Relieves Monotony: Some kinds of work 
are extremely monotonous and make the work 
distasteful. Human labour can be spared when 
machines are used for such work. To that extent 
machines improve morale by minimising mo¬ 
notonous manual work. 

(v) Belter Quality of Work Written matter pro¬ 
duced with the help of machines is usually uni¬ 
form in appearance and neat and legible as com¬ 
pared with hand-written documents. For example, 
books of accounts, invoices, and other documents 
written by different hands look clumsy and may 
be difficult to use, However, type-written docu¬ 
ments are not only uniform but always make 
reading easier ' Books ofaccounts prepared through 
computers have distinctly better appearance and 


can be more conveniently used than hand-written 
books. 

(vi) Better Control: All information can be read¬ 
ily available to the management through the use 
of machines. Information, thus available, is both 
accurate and reliable and enables the manage¬ 
ment to exercise more effective control over 
activities. For example, the use of time clock at 
the factory gate ensures better control over the 
working hours of the employees. Data can be 
analysed by computers expeditiously, thereby 
ensuring prompt control over activities. 

(vii) Goodwill and Prestige. The use of ma¬ 
chines results in better service to the customers 
and public at large. The invoices, statements and 
other documents are prepared m a legible form 
and issued more promptly. This enhances the 
prestige and goodwill of the organisation. 

6.4 LIMITATIONS 

A1 though several advantages are derived from the 
use of office machines, there are also certain 
limitations associated with the same. These limi¬ 
tations are outlined below 

(t) Heavy Initial Investment- Many office ma¬ 
chines are very expensive. Locking up capital by 
purchasing such machines cannoLbe justified 
unless there is enough work to make full use of 
them An idle machine is as wasteful as an idle 
labourer. 

(ii) High Maintenance and Running Costs- Ma¬ 
chine operations call for additional cost in the 
form of maintenance and repairs, insurance pre¬ 
mium, cost of accommodation, stationery, etc. 
Depreciation of machines represents a heavy 
charge against profits Highly sophisticated 
machines like computers need air conditioning 
and special attention. Breakdown of machines 
may cause considerable disruption of work. For 
all these reasons, office machines may not prove 
to be as beneficial as expected. 

(iii) Obsolescence - Some machines are liable to 
become obsolete in a relatively short period of 
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time. Large sums spent on acquiring such ma¬ 
chines may amount to wasteful expenditure. 

(iv) Problem of Changing Existing System and 
Routines. Systems and routines may have to be 
altered for the use of particular machines. More¬ 
over, machines tend to make the existing system 
less flexible If a machine is purchased for any 
special job, it may be difficult to adapt the existing 
system to the requirement of the machine. On the 
other hand, for manual work clerks can be more 
easily trained m new methods and systems. 

(v) Cost of Skilled Operators: Some machines 
require specially trained operators. I f the operator 
of any such machine is absent, the machine may 
remain idle and there may be accumulation of 
work. In such cases, a standby operator may have 
to be appointed involving extra cost. 

(vi) Employees' Resistance. Mechanisation of 
office work is often resisted by employees’ union 
owing to the adverse effect on employment and 
promotions. Sometimes retraining of the existing 
employees is also not liked and thus there is a 
psychological resistance to the installation of new 
machines. 

From the advantages and limitations men¬ 
tioned above, it should be clear that there are 
several benefits of introducing office machines 
for routine operations. However, since machanisa- 
tion has an adverse effect on employment, it is 
desirable that it should be introduced gradually 
over time. 

6.5 CONSipERATfONS IN MECHANISA¬ 
TION 

OfflcCf machines are manufactured by different 
companies and differ with respect to cost and 
efficiency. When any office machine is decided 
to be installed, selection has to be made out of the 
available brands on the basis of different 
considerations. The factors which should be kept 
in view while making a selection are explained 
below: 


( 1 ) Cost ■ The initial cost of the machine and its 
operating and maintenance costs should be borne 
in mind when purchasing a new machine. How¬ 
ever, quality of performance should also be con¬ 
sidered along with the cost. 

(li) Suitability: The machine should be suitable 
for the work to-be carried out Apart from effi¬ 
ciency and economy, the machine may be re¬ 
quired by reasons of staff shortage, provision of 
better services to customers, and to improve 
communication. 

(iii) Multiple Use : The machine should be ca¬ 
pable of being put to not one but, if possible, 
several uses. This is likely to be more economical 
by way of its optimum use. For example, a com¬ 
puter may be useful not only for accounting but 
also for computations and preparing multiple 
copies of documents. 

(iv) Use of Standard Model ■ The machine to be 
purchased should be of a standard model. It en¬ 
sures easy availability of spare parts and the 
Stationery to be used in it. Easy serviceability and 
training of staff are the other advantages of using 
standard machines. 

(v) Volume of Work : A machine should be 
bought only when fullest possible use of its ca¬ 
pacity can be made. A machine can be economi¬ 
cal to use only if there is adequate volume of work 
so as to ensure optimum utilisation of its capacity. 

6.6 COMMONLY USED OFFICE 
MACHINES 

There is a large variety of office machines avail¬ 
able for different purposes. Some of the com¬ 
monly used machines are discussed below. 

(i) Typewriter . It is a mechanical device consist¬ 
ing of a keyboard, with corresponding typesof the 
alphabet, digits and symbols. Speed, economy 
and the facility of taking out manifold copies have 
made the typewriter an indispensable apparatus 
for every modem business office. Typewriters 
are of different types. The more important among 
them are: 
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Fig. S IA STANDARD, MANUALLY OPERATED OFFICE TYPEWRITER 


(a) Standard Office Typewriter Such a type¬ 
writer is mainly used for office correspondence 
Attachinentsare also provided foraccounlmg and 
computational work 

(b) Portable Typewriter ■ This is a small light¬ 
weight typewriter specially meant for use by 
travelling salesperson, journalists and execu¬ 
tives. 

(c) Electric Typewriter The keyboard of this 
type of typewriter is similar to the office type¬ 
writer but it is operated electrically by a typist. 
Thetypistcan gelunifonn impression withoutex- 
erting himself. In some typewriters, all normal 
hana operations, such as actual typing, spacing 
and carriage return are done by power, the opera¬ 
tor has only to depress the necessary keys In 
others, the actual typing is to be done manually, 
but carnage return and spac mg are done by power. 

(d) Automatic Typewriter It is fitted with a 
‘selective’ device The matter to be typed is first 
punched on a roll of paper or paper-tape or cut on 
a special stencil, which serves as a record or 


‘master’ plate. When the ‘master’ isplacedon the 
machine and switched on, the recorded matter is 
automatically typed on paper at high speed. 

(e) Variable Type Machine ■ It enables typing of 
letteis with types ol various sizes and styles In 
this machine a round printing segment or block is 
fitted in the front of the machine. When the key is 
depressed, the segment or block turns round and 
brings the particular alphabet in contact with the 
paper and impression is made on it. 

(ii) Electrostat Machine : This machine is avail¬ 
able in various sizes and models for making 
mul uplccopies of documents depending upon the 
requirement of the user There are two trays fitted 
to this machine. One contains plain sheets of 
paper and the other may be used to keep ready 
copies The document for photocopying is kept 
on a glass frame and covered The i machine is 
switched on and through the automatic electrical 
rays, the impression comes on the plain/paper 

(in) Stencil Duplicator A commonly used 
machine for duplicating written documents is the 
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Fig. 6.2 VARIABLE TYPE MACHINE 

stencil duplicator It requires the use of stencil, a 
wax-coated sheet, on which the matter to be 
copied is written with a steel pen or typed. Sten¬ 
cils are cut on the typewriter after removing the 
inking ribbon The stencil is then fixed on the 
drum or rollers of the machine. The rollers are 
uniformly inked When the handle is turned, the 
machine draws the blank sheets at one end and 
turns them one by one round the stencil. In this 
process, the ink pad transfers the impression of 
the stencilled matter to the blank sheet. 'The 
completed copies are released at the other end of 
the machine and collected in a tray. 

An electronic stencil duplicator is an im¬ 
provement upon the ordinary duplicator. With 
this machine, copies of any document or matter 
may be obtained with an electronically produced 
stencil. It takes very little time in .producing the 
stencil, which is affixed on a cylinder in the 
machine and thus thousands of copies may be 
easily produced through the duplicator. More¬ 
over, photogi aphs or sketches, etc , may also be 
reproduced with the help of this machine. 



Fig. 6.3 STENCIL DUPLICATOR 





58 


OFFICE ADMINISTRATION 


(iv) Addressing Machine • This machine is 
used toprintaddresses on envelopes, wrappers or 
labels, to be sent frequently to a large number of 
regular customers, subscribers and clients. It is 
also used for putting the names and addresses of 
customers on the monthly statements of accounts. 
Addressing machines are of various types but the 
following two are in common use — (a) Roneo 
Addressing Machine: This machineprints thead- 
dresses from stencils on hard paper which are 
gummed to small cardboard frames, (b) Addresso 
graph : In this machine, inked ribbon is used to 
print the addresses from plates 



Fig. 6.4 A STENCIL ADDRESSING MACHINE 

(v) Cash Register : This machine records on a 
paper roll cash receipts as registered on the key¬ 
board and put into the till (a tray attached to the 
machine). It also adds up the amounts received, 
which is printed on the roll. Some cash registers 
have extra mechanical devices for automatic is¬ 
sue of receipts to the customers and simultane¬ 
ously record the amount received and the balance 
returned. It indicates the cash balance, which can 
be checked with the cash in the till attached to the 
machine. 



Fig. 6.5 CASH REGISTER 

(vi) Cheque-writing Machine . This machine 
shreds the contents of a cheque into the very tex¬ 
ture of the cheque, and then fills them with an 
indelible ink. Any alteration subsequently made 
with fraudulent intention can be easily noticed. 
Thus, Ihe chances of fraud are minimised. A type 
of machine which can be used for signing cheques 
with the help of a metal plate, is also available. 



Fig.6.6 CHEQUE-WRITING MACHINE 
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(vii) Punch Card Machine : The main operation 
performed by this machine isf the recording of in¬ 
formation on cards by means of punched holes. 
The equipment includes the key punch, verifier 
sorter, calculator and tabulator Both descriptive 
and numerical data can be recorded on cards by 
the key punch making punched holes. The cards 
are then checked for accuracy with the help of the 
verifier. The sorter is used to arrange the cards in 
proper order or grouping. Calculations are made 
by the calculator. The results are finally compiled 
and printed out by the tabulator. The machine 
may be used to perform a large variety of office 


routines like invoicing, sales and purchase ac¬ 
counting. Besides, all the basic clencal opera¬ 
tions like writing, copying, comparing and sort¬ 
ing can also be done by the machine. 

(vni) Computers: A computer is a machine that 
can perform arithmetical operations, compare 
and store data at a very high speed, accurately, 
and for a very long period of time. Analysis of 
data through the computer is also possible. Vari¬ 
ous types of computers are used depending upon 
the purpose and data processing requirements. In 
terms of size, computers may be classified into 
three broad categories. 



Ffg. 6.7 PUNCH CARD MACHINE 
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Fig.6.8 COMPUTER 


(a) Mainframe : These are biggest computers 
with very large memory operating at a very high 
speed. 

(b) Mini Computers. These computers are used 
in medium-sized organisations. Many business 
organisations find mini computers suitable for 
their data processing requirements. 

(c) Micro-computers . These are used where 
data processing requirements are limited. These 
computers are also used as terminals to be 
connected with mainframes or mini compu¬ 
ters. 


SUMMARY 


1. Concept of Mechanisation 

Mechanisation means replacement of manual work by machine operation. It may include the use of all 
types of general and special purpose machines in office work. 

2. Importance of Mechanisation 

The importance of mechanisation arises out of its advantages and usefulness m various respects: (i) 
saving of labour cost; (ii) saving of time; (lii) greater accuracy; (iv) relieving monotony of the office 
staff; (v) ensuring better quality of work; (vi) better control over operations, and (vii) securing 
goodwill and prestige for the organisation. 

3. Limitations of Mechanisation 

The limitations of office mechanisation are: (i) It involves heavy initial investment; (ii) There is high 
maintenance and running cost; (iii) Risk of obsolescence has to be borne in the case of sophisticated 
machines; (iv) It may create problems of changing systems and routines; (v) It requires skilled 
operators; (vi) Often there is employees' resistance to mechanisation. On the whole, it is desirable that 
mechanisation should be introduced gradually over time. 

4. ConslderatlonslnMechanlsatlon 

Selection of office machines should be made keeping in view the following considerations: (i) costof 
the machine; (ii) its suitability; (lit) scope of multiple use; (iv) adv antages of standard model; (v) volume 
of woTk relatively to machine capacity 
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S. Commonly Used Office Machines 

Among the large variety of office machines available for various purposes, the following are some of 
the commonly used ones: 

(i) Typewriters These machines are widely used in offices to prepare typewritten documents with 
carbon copies Standard office typewriters can be used for office correspondence as well as accounting 
and computational work with the help of attachments Portable typewriters are meant for use by 
travelling salespersons, journalists and executives. Electric typewriters have electrically operated 
keyboards which give uniform impression m typing. Automatic typewriters have a selective device by 
which the matter is typed from Lhe ‘master plate' automatically at ahigh speed Variable type machines 
enable typing of documents with types of varied sizes and styles 

(li) Electrostat Machine Multiple photocopies can be made with the help of this machine directly 
from the original document. 

(hi) Stencil Duplicator; Commonly used for duplicating written documents, this machine requires 
the use of stencil, a waxcoated sheet on which the matter Lo be copied is written with a steel pen or 
typed. Impression of the matter is obtained on blank sheets by turning the stencil on inked roller 
drums. The electronic stencil duplicator can produce the stencil electronically and copies can be 
obtained through the duplicator 

(iv) Addressing Machine: This machine is used to print addresses Ronco Addressing Machine and 
Addressograph are two common types of this machine. 

(v) Cash Register This machine records on a paper roll cash receipts as registered on the keyboard 
and also adds up the amounts. The amount of cash received and the balance returned to the customer 
are also indicated on the slip. 

(vi) Cheque-writing Machine • Cheques are written with the help of this machine, which shreds the 
contents of the cheque and fills them with mdelible ink. This process helps prevention of alterations 
on the cheque 

(vn) Punch Card Machine • The equipment includes the key punch, verifier sorter, calculator and 
tabulator. The key punch is used to record information on cards by punched holes. The cards are then 
verified for accuracy, sorted out in proper order, calculations are made, and the tabulator compiles 
the result and gives out printed information 

(viii) Computer • This is a general purpose electronic machine which can perform all mathematical 
operations at a high speed, record and store information and reproduce it at any Ume from storage. 
Analysis of data is also possible through the computer. According to size and capacity, the Mainframe 
computers are the biggest. Mini computers are of medium capacity, and the Micro-computors the 
smallest units. 


QUESTIONS 


I. Object!ve-type 
1. Match the following 

(a) Removal of monotony (i) Recording data on cards 

(b) Typewriter (n) Photocopymg documents 
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(c) Computer 

(d) Stencil 

(e) Electrostal 

(f) KeyPunch 


(in) Benefits of modem machines 

(iv) Copying machine 

(v) Duplicating machines 

(vi) General purpose electronic machine 


2. State whether the following statements are True or False 


(a) Cheque-writing machines are used only by bank offices 

(b) Addressing machines are used in large offices for affixing postage stamps on envelopes, 

(c) The cash register is a combination of adding, subtracting and printing machines 

(d) Automatic typewriter is operated electrically by a typist 

(e) Mainframe computers are used in medium-sized organisations, 


II. Shot t-answer-type 

1, State the importance and use of any one of the following 

(a) Electronic computer, 

(b) Addressing machine, 

(c) Punch card machine 

(d) Elccirpstat machine 

2, Name the various types of typewriters used m modem office. 

3, Describe ui brief the uses of any one of the following machines: 

(a) Duplicating machine. 

(b) Cash register, 

(c) Cheque-wntmgmachine, 

TH. Essay-type 

1. Examine the importance and benefits of adopting modem appliances in the conduct of office 
work. 

2 Explain the concept of mechanisation What are the advantages of introducing office machines? 

3, Discuss the usefulness or any two commonly used office machines 

4. List any three important machines and equipments used in modem offices with a brief 
description 

5 ‘‘Unless full use is made of office machinery, its purpose is not justified " Comment on this 
statement Also, indicate various other considerations thatghouldbe kept m view while selecting 
office machines, 



Chapter 7 


Handling Inward and Outward Mail 


LEARNING OBJECTIVES 

After studying tins chapter, you should be able to — 

— appreciate the impoitancc of an efficient system of handling the mail. 

— outline the n.v. i.v'ii'i. p.iilcin ol the mailing uvtion. 

— list the various airangemems with the post ottice. 

— explain the pioccdure for handling inward and outward mail. 

— describe the pioccdure for organising and producing correspondence. 

— state the benefits of mechanising the mail service. 


7.1 INTRODUCTION 

Every business enterprise has to maintain conun- 
ual contact with persons and institutions outside 
the business unit. Such contacts serve the busi¬ 
ness interests of the enterprise. Communication 
also takes place between different departments 
with the objective of achieving effective coordi¬ 
nation and maximum efficiency of the enterprise. 
Much of this communication with outsiders and 
with the departments and branches is in writing. 
This wntten communication may take the form of 
letters, circulars, documents, orders, bulletins, 
reports, telegrams, etc., which are collectively 
known as mail, Internal and external messenger 
services and postal services are the agencies used 
for carrying letters, etc. Every organisation re¬ 
ceives and sends a large volume of mail every 


day. Prompt and systematic handling of the mail 
is essential for the success of any enterprise. 
Many business opportunities may be lost if out¬ 
going letters are not distributed among the con¬ 
cerned departments. Also, routines have to be 
developed for dealing with correspondence. It is 
essential that office correspondence and the 
mailing service should be properly planned and 
organised. In this chapter we shall discuss various 
aspects of handling the inward and the outward 
mail. 

7.2 ORGANISATION OF MAILING 
SECTION 

‘Mail’ may be described as articles like letters, 
parcels, packets, etc., that pass through a mess¬ 
enger or the post office. Business mail may be 
classified into three categories. 
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( 1 ) Incoming or Inward mail; 

(li) Outgoing or outward mail; and 

(in) Inter-departmental mail. 

Mailing service is an integral part of the 
office activity and affects every other depart¬ 
ment of the business. Prompt and efficient hand¬ 
ling of mail contributes a great deal to the effi¬ 
ciency and success of the enterpi ise. Efforts of all 
other departments may not be effective unless 
there is an efficient system of handling mail. An 
office manager should, therefore, ensure that the 
mailing service is properly planned and organi¬ 
sed. An efficient system of handling mail offers 
the following benefits' 

(i) Contact withOutsiders Prompt and ef¬ 
ficient mail is essential to maintain 
continual contact with customers, sup¬ 
pliers, government agencies and 
others. Efficient mail handling creates 
a favourable and lasting impression on 
outsiders. 

(li) Inter-dcpat tmental Relations • Planned 
and efficient mailing service improves 
communication between various depart¬ 
ments and branches of the enterprise It 
is essential for cooidination and im¬ 
proved efficiency in the operations of 
the organisation. 

(iii) Supplements other Operations Other 
office operations like records manage¬ 
ment, typing, duplication, etc., need to 
be backed up by an efficient mailing 
service. Systematised mail handling 
supplements the effoits of those en¬ 
gaged in the other operations and en¬ 
courage their efforts. 

(iv) Mail Order Houses. In some organisa¬ 
tions like mail order houses the busi¬ 
ness depends primarily on mailing 
service. Mailing expenses are a major 
component of their total cost. In those 
cases, attention must be paid to the 
efficient working of the mailing sec¬ 


tion so that the cost may be justified by 
the benefits derived. 

(v) Business Opportunities. Efficient mail 
handling helps management to avail 
itself of the best of business opportuni¬ 
ties Prompt and correct distribution of 
the inward mail and despatch of the 
outwaid mail help to negotiate and com- 
plete deals arising out of new opportu¬ 
nities of business. 

7.2.1 Organisation of Mailing Section 

The mailing department should be properly or¬ 
ganised so that mailing services are provided with 
efficiency at minimum cost Otherwise the mail¬ 
ing service may cause delays and create prob¬ 
lems. This wouldresultin unnecessary and costly 
hold-ups in the work of other departments. Be¬ 
fore determining the organisation pattern of the 
mailing secuon the management should decide 
whethei mailing services ought to be centralised 
or decentralised 

If the mail relating to various departments of 
the organisation is received and despatched from 
one centralised mail handling department, it is 
called centralisation of the mailing service. On 
the other hand, tf each department receives and 
despatches its own mail, it is known as decen¬ 
tralised departmental mail handling system. 

Centralisation or decentralisation of the mail 
handling mainly depends on the size and nature 
of the office and the volume of correspondence 
handled by it. In big offices handling a large 
volume of mail, centralised mail handling is 
more common. 

Advantages of Centralised Mailing. A cen¬ 
tralised mailing department offers the following 
advantages: 

(i) StandardisationofMail-handlin^Pro- 
cedure: In a centralised department, it 
is possible to evolve a systematised 
mail-handling routine. Various opera¬ 
tions connected with mailing can be 
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combined. This would save time and 
money. 

(ii) Specialisation: The entire work of the 
mailing department is divided into dif¬ 
ferent operations. Each operation or a- 
set of operations can be entrusted to an 
employee according to his/her aptitude 
or specialisation. This increases work 
N . efficiency through specialisation. 

( 111 ) Better Supervision and Control : A 
well-qualified expert supervisor can be 
appointed to head the mailing depart¬ 
ment. Owing to his/her specialised train¬ 
ing and experience, he/she can allocate 
duties to different persons on a scien¬ 
tific basis and effectively supervise their 
work. This would ensure a well-coordi¬ 
nated, smooth and speedy performance 
of work in the mailing department. 

(iv) Economy in Other Departments' A 
centralised mailing relieves the depart¬ 
mental employees of mail handling. 
They can concentrate on their depart¬ 
mental work. This results in economy 
and efficiency in the work of other de¬ 
partments. 

(v) Speedy Performance of Operations. A 
centralised mailing department ensures 
speedy performance of various routines 
by adhering to the time-limit for each 
operation. For instance, after receipt of 
the inward mail, prompt and careful 
opening, careful scrutiny of envelopes 
and their enclosures, prompt recording, 
sorting and distribution can be ensured. 
Similarly, the task of despatch can also 
beexpedited Afterreceiving mail from 
different departments it can be des¬ 
patched twice or thrice a day as per the 
established routine A peon can be 
deputed to go to the post office twice a 
day for sending registered letters. It 
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may not be possible for each depart¬ 
ment to send a peon for the job. 

(vi) Proper Accounting of Postage Stamps: 
Use of postage stamps can be effec¬ 
tively monitored and properly accounted 
for. 

(vii) Possibility of Mechanisation. Mechan¬ 
isation of operations is possible more 
conveniently m a centralised mailing 
department. Different labour-and time¬ 
saving devices like letter openers, fold¬ 
ing and sealing machines, franking 
machines, etc., can be economically 
used 

(vni) Arrangement with Post Office. A cen¬ 
tralised mailing department can make 
special arrangements with the post of¬ 
fice for receipt and despatch of the mail. 
For instance, quick delivery of the in¬ 
coming mail can be ensured by hiring 
post office boxes or postbags 

A centralised mail-handling service is not 
without its drawbacks. One drawback is that the 
mailing department may not appreciate the ur¬ 
gency shown by different departments regarding 
production and despatch of some of their impor¬ 
tant letters. Secondly, it may not be possible to 
maintain secrecy of letters received or sent through 
a centralised mailing department. However, these 
drawbacks may be overcome by establishing 
appropriate mailing routines, especially with re¬ 
gard to the urgent and confidential letters. The 
work of the mailing department should be inte¬ 
grated with the operations of the other depart¬ 
ments. 

In an organisation handling a large volume 
of mail, mailing services are generally central¬ 
ised. In some offices, Inward mail is centralised 
while outward mail is handled by the respective 
departments. In small offices, the whole work 
with regard to incoming and outgoing mail is 
handled by a single person. 
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The mailing department is usually divided 
into two sections: one for the inward mail and the 
other for the outward mail. The work in these two 
sections is sub-divided into routine operations or 
stages in mail handling. Coordination is ensured 
through effective supervision. The organisation 
pattern or structure of a centralised mailing de¬ 
partment is illustrated in Fig. 7.1. 

7.3 ARRANGEMENTS WITH THE POST 
OFFICE 

The post office plays a very important role as a 
channel of communication for all business firms. 
Hence, the mailing department of an organisation 
has to make necessary arrangements with postal 
authorities for receipt and despatch of the mail. 
The following arrangements can be made for the 
purpose. 

(i) Post Office Box • Numbered post office boxes 
are available on rent at major post offices. A post 
office box can be rented by an individual, firm or 
company. The hirer is allotted a post box bearing 
a distinctive number. The post box number can be 
used by the hirer as a short postal address. Each 
post box has two keys. One key and a delivery 
ticket are given to the hirer and the other key is 
retained by the postal authorities. All incoming, 
properly stamped and unregistered mail bearing 


that post box number is put in that box. The hirer 
or his/her representative may open the box and 
collect letters, etc , during working hours on 
production of the delivery ticket. This ensures 
quick delivery of the mail. 

(li) Postbag: Postbags are hired to facilitate car¬ 
rying of mail from the post office to the hirer’s 
place The rules and regulations for renting post¬ 
bags are similar to those of post office boxes. All 
incoming mail addressed to the hirer is put in that 
bag and locked. The renter has to make his/her 
own arrangements for the collection of the bag 
from the post office. 

(ui) Business Reply Card and Envelopes: Busi¬ 
ness firms may use reply cards or envelopes 
which maybe sent to prospective customers, who 
do not have to bear the postal'expenses for send¬ 
ing the reply. It is necessary to secure a licence 
from the post office for issuing such cards or the 
envelopes. Permission is granted after paying 
the necessary permit fee in advance. The name 
and address of the firm is printed on the card or 
envelope. It is indicated on the card or envelope 
that postage will be paid by the addressee. Such 
cards or envelopes are sent to the potential cus¬ 
tomers along with catalogues, price lists, etc. A 
reply-paid card is convenient and acts as an 
inducement to the customers to reply. 


Supervisor 


Sr. Clerk—Inward Mall Sr. Clerk—Outward Mall 


Receipt Mall Opening Diary or Sorting and 
Clerk Clerk Recording Distribution 
Clerk Clerk 


Outward 
Mall Collection 
Clerk 


Misc.Operatlons Despatch Clerk 
Clerk 

Folding , 

Envelope Preparation 
Sealing, Sorting 
and Stamping 


Fig. 7.1 MAILING DEPARTMENT 
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Fig. 7.2 BUSINESS REPLY ENVELOPE 



(iv) Speed Post: A new scheme for very fast 
delivery of letters and articles has been started by 
the postal authorities in India. The scheme oper¬ 
ates between some big cities of India and some 
foreign countries. The mail to be sent through 
speed post are accepted at selected post offices in 
big cities. The Post and Telegraph Department 
guarantees that all inland mail received up to 5.00 
p m. will be delivered at the destination on the 
next day, failing which the extra fee charged for 
this service will be refunded. The sender of the 
mail has to pay an extra charge for the service in 
addition to the normal postage. This service is 
quite useful where any mail has to be quickly 
delivered. 

7.4 INWARD MAIL ROUTINE 

All mail received in an office is known as Inward 
mail. This may include registered and insured 
iletters, articles, sample packets, book packets, 
etc, Inward mail is very important for an organ¬ 
isation. It is through inward mail that orders and 
remittances from customers, samples and quota¬ 
tions from suppliers are received, notifications 


issued by the government are known, inuma- 
tions about delay in delivery or defective supply 
are received from customers and so on. A sys¬ 
tematised and prompt handling of the inward 
mail greatly improves the efficiency of the Firm 
and builds up its image among customers and 
others. It is, therefore, necessary to establish a 
definite inward mail routine. The following 
procedure may be adopted: 

(i) Re ceiving Mail: A suitable arrangement must 
be made for receiving all mail. The postal mail is 
generally delivered twice or thrice a day through 
the postman. Some incoming mail may be deliv¬ 
ered by messengers or persons of other organisa¬ 
tions. Usually a mail-receiving counter is pro¬ 
vided near the entrance to the office and an 
office assistant is deputed to receive such mail. 
He/She issues receipts and acknowledgements 
for having received registered, insured and other 
such mail. For letters received through messen¬ 
gers and peons, he/she acknowledges the same by 
signing in their peon-books. 

Where a numbered post office box or post¬ 
bag has been rented, arrangements must be made 
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to collect the mail from the post office once or 
twice a day by an employee authorised for the 
purpose. 

(ii) Opening the Mail Adequate arrangements 
need to be made for timely opening of the mail 
after its receipt. The morning mail is usually the 
heaviest It is desirable to ensure that this mail is 
ready for attention of the concerned staff by the 
time the office opens for business. The mail 
room staff must reach the office at least half an 
hour to one hour before the office opening hour. 
The whole of the mail or the bulk of it should be 
opened, sorted out and distributed before the 
commencement of the normal office hours. 

The mail should be opened in the presence of 
a senior member of the staff. The mail-opening 
staff should be trained and fully acquainted with 
the method of opening the mail. The office man¬ 
ager should ensure that the work in the office 
starts immediately on its opening, otherwise the 
early opening of the mail would be a waste of time 
and money. 

Letters are usually opened by hand with the 
help of a paper knife. If the number of letters is 
large, a letter opening machine (discussed later in 
this chapter) may be used. An electrically oper¬ 
ated machine takes about one-fourth of the time 
spent on manual opening. This machine has a 
rotary knife edge which slices a thin piece off the 
side of an envelope It is, therefore, necessary to 
ensure that the contents of the envelope remain 
intact while it is opened Letters addressed to 
officers by name or covers marked ‘private’, 
‘personal’ or ‘confidential’ should not be opened. 
These, should be sent unopened to the concerned 
persons or departments. Sealed envelopes should 
be opened before the unsealed ones. Unsealed 
covers usually contain price lists, catalogues and 
other less important material. 

It is necessary to remove all the contents 
from the envelopes It should be ensured that no 
papers are left inside the envelope. Empty envel¬ 
opes should be re-checked before they are thrown 


away. Wherever necessary, the contents and the 
envelope should be pinned together for use as an 
evidence of the date and time of receipt. 

(iii) Scrutiny of Contents After the letters have 
been opened, the contents should be checked The 
enclosures to the main letter should be checked to 
verify whether they are in order. The enclosures 
may be in the form of orders, some valuable 
documents or remittances by cheque, bank draft, 
postal order, etc. After comparing their amount 
with the amount given m the letter, a noting 
should be made on the covering letter and initial¬ 
led by the mail-opening assistant. If any enclos¬ 
ures are found missing, it should be immediately 
brought to the noUce of the mail-room supervisor 
Letters and enclosures have to be sent to the 
concerned department. Scrutiny helps to find out 
the purpose of the correspondence and the depart¬ 
ment concerned 

(iv) Date-stamping All letters, and documents 
received must be stamped with date of receipt 
and where time of receipt is important, it should 
also be noted on the correspondence. A serial 
number is sometimes stamped for numerical 
reference. The stamping can also be done with 
the help of ‘dating’, ‘numbering’, and ‘time¬ 
recording’ machines. Usually a rubber stamp is 
used for the purpose. In addition to the date and 
reference number the rubber stamp may provide 
for noung of instructions regarding treatment of 
the letter A design of such a stamp is given 
below. 


ABC Ltd. 

No... Date. 

Received..... 

Acknowledged..... 

Replied. 

Filed. 

Fig. 7 3 STAMP 
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A letter may concern more than one depart¬ 
ment or individual. It has to be brought to the 
notice of all concerned. For this purpose, the 
design of the rubber stamp should provide for 
recording the order in which the letter would be 
circulated to those concerned. Each recipient 
would pass the letter to the next in the order 
indicated. Following is the specimen of the rub¬ 
ber stamp with circulation instructions (Fig. 
7.4). 


Date. 

Accounts. 

Sales. 

Mg.DIrector 
Date filed ... 


Fig. 7.4 STAMP 


(v) Recording: Many offices use an Inward Mail 
Register to keep a permanent record of all inward 
mail Particulars of all the letters received are 
recorded in this register, also called Letters 
Received Book or Inward Mail Diary. The record 
is useful in checking the promptness with which 
letters are dealt with and replied to. The follow¬ 
ing is the specimen of an Inward Mail Register 
(Fig. 7.5). 

Despite its advantages, the Inward Mail 
Register is considered wasteful and time-con¬ 
suming, if the volume of mail is large. It is no 
more used in many large organisations. This 
ensures speedy arrival of the mail in the con¬ 
cerned departments. However, in order to keep 
some record of the inward mail, other methods 
can be followed. One such method is referred to 
as Mail Room List. A list of documents delivered 
in a batch to a particular department or 
individual is prepared. The receiver is required to 
sign the list as a receipt. A specimen of the Mail 
Room List is shown in Fig. 7.6. 


s. 

No. 

Date 

Name and Address 
of the Sender 

Nature of 
Contents 

Subject 

To whom 
referred 

Date of 
reply 

Initial 

1. 

July 1, 1991 

R.P. & Co., 

Calcutta 

Letter 
and invoice 

Supply 
against 
our order 

No. 81/ps/91 

Purchase 

Deptt. 

July 3,1991 


2. 

July 1,1991 

A B Ltd., 

Bombay 

Letter and 
cheque No. 
72217 

Payment 

on 

account 

Accounts 

Deptt. 

July 2,1991 


3. 

July 1,1991 

A.C. & Sons, 
Ahmedabad 

Letter 

Order 

Sales 

Deptt. 

July 4,1991 



Fig. 7 5 INWARD MAIL REGISTER 






















70 


OFFICE ADMINISTRATION 


Letters for Purchase Department 

Date June 1,1991 Tim* 10.00 A.M. 

S.No. 

Name and Address of Sender. 

Remarks 

1 . 

2. 

3. 

ABC Ltd,, Bombay 

XYZ Pvt.Ltd,, Madras 

MN Brothers, Calcutta 

Letter and Invoice 

Letter 

Acknowledgement of order dated May 28,1991 


Fig. 7.6 MAIL ROOM LIST 


Another method can be adopted it central 
filing is in operation. This is called Mail Room 
Schedule. The letters are numbered and entered 
in a schedule, which indicates the departments 
handling them. This schedule is passed to the 
filing assistant He marks off the letters as and 
when he receives them for filing. The schedule is 
periodically checked and the concerned depart¬ 
ments are asked to furnish information on the 
letters not yet filed A proforma of the Mail 
Room Schedule is given below (Fig. 7.7). 

(vi) Sorting and Distribution of Inward Mail. 
The next step is to send the mail to the concerned 
departments or individuals. For this purpose, the 
mail has to be sorted out. The recording of the 
mail and its sorting are usually done simulta¬ 
neously. Separate baskets, trays or pigeon holes 
are used for sorting out the mail for different 
departments. It should be seen that all enclosures 
are properly attached to the covering letters. The 
signature of the receiving clerk is obtained on 
the register or the list as a receipt. 


(vii) Follow-up: The promptness with, which 
the letters are dealt with and replied to reflects 
the efficiency of the organisation. The depart¬ 
mental heads should ensure speedy disposal of 
the incoming mail. Any default on the part of the 
concerned persons should be seriously viewed. 
The procedure laid down in the office manuals in 
this regard must be followed. 

7.5 DEALING WITH CORRESPONDENCE 

Correspondence refers to communication in writ¬ 
ing on a subject. Office correspondence may be 
Internal or External. Internal correspondence 
refers to the correspondence between different 
individuals or departments within the same or¬ 
ganisation. External correspondence means writ¬ 
ten communication with outsiders—individu¬ 
als, firms, companies or other institutions. It 
may consist of (a) letters originating from the 
organisation, and (b) replies to the letters re¬ 
ceived. 


Date 

From 

Accounts 

Cashier 

Sales 

Purchase 

Secretary 

Managing 

Director 

Date of 
filing 

1991 

June 

June 

June 

June 

June 

R. & R. Ltd., Delhi 

MN & Sons, Bangalore 
Ministry of Commerce, 
Government of India, 
New Delhi 

SK & Co., Madras 

ABC Ltd., Bombay 

990 

987 

988 

1 

991 

989 




Fig. 7.7 MAIL ROOM SCHEDULE PROFORMA 
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Correspondence with outsiders, i.e., external 
correspondence may be centralised or decentral¬ 
ised. Centralised correspondence refers to a sys¬ 
tem under which correspondence relating to all 
the departments is handled by qualified staff in 
the central correspondence department. On the 
other hand, under departmental or decentralised 
, correspondence, each functional departmentdoes 
, its own correspondence independently. 

In most of the offices, the work of correspon¬ 
dence is pardy centralised and partly handled in 
each department. Usually, correspondence of 
general nature is handled by the central corre¬ 
spondence department, while letters requiring 
specialised, technical data and knowledge are the 
responsibility of the functional departments. 

7.5.1 Production of Correspondence 

Production of correspondence refers to the steps 
required for drafting, typing and signing of letters 
' and documents. Whether the correspondence work 
; is centralised or decentralised it is essential to fix 
responsibility for the work This will avoid con- 
; fusion and ensure smooth flow of work. Every 
„ organisation has its own practices of drafting 
, correspondence. The following are the common 
methods of drafting correspondence: 

( 1 ) .Use of ‘form letters’, 
i (ii) Use of standard paragraphs. 

y (iti) Dictating letters. 

Besides these three methods, the following 
practices are also sometimes followed: 

(a) Sometimes, busy officers jot down 

• v the points to be covered in a letter. 

_ Actual drafting is left to the secretary 

or the correspondence clerk. 

(b) Letters are sometimes drafted in writ- 

‘ ing or typed by the officer concerned 

1 inthecaseof confiden tial letters which 

j are not of a routine nature. 

t (c) Drafting may be done by the dealing 

i assistant, who gets the draft approved 

before typing. 


The common methods of drafting correspon¬ 
dence are outlined below. 

(i) Form Letters: Usually, an office is required to 
send out identical letters to many persons, firms 
and other institutions. Instead of drafting many 
similar letters, ‘form letters’ may be used. It is a 
standardised letter and is used by an enterprise to 
answer all correspondence of similar nature. It 
may be a printed form or a card. Only the date, 
name and address of the addressee, and referenc¬ 
ing have to be filled in to complete it. Form letters 
are often used for debt collection or for an ac¬ 
knowledgement of orders or complaints, price 
enquiries, etc. 

Figs. 7.8,7.9 and 7,10 are examples of ‘form 
letters’. : 


Dear Slr(s), 


Date 


Wc are Ih receipt of your letter No. 
dated_ on_ 


The matter Is under consideration and a 
reply will soon follow. 


Yours faithfully, 


Fig. 7.8 LETTER OF ACKNOWLEDGEMENT 


Date_ 

Dear Slr(s) 

May we Invite your attention to our State¬ 
ment of Accounts, dated for 

action at your end. t 

We shall be grateful to receive your remit¬ 
tance at the earliest. 

Yours faithfully, 


Fig. 7.9 LETTER OF DEBT-COLLECTION 
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Date_ 

Dear Slr(s) 

We shall be glad to receive detailed Informa¬ 
tion and the price in respect of the following items. 

Please mention theitems and conditions of sup¬ 
ply and the timeyou may take to effect thedelivery. 

Yours faithfully, 


Fig. 7 10 LETTER OF PRICE ENQUIRIES 


Advantages of Form Letters There are many ad¬ 
vantages in using form letters. 

— They save the time of the managers as 
well as of the typists 

— Incoming routine letters can be 
immediately answered with the help of 
form letters. 

— Form letters ensure uniformity in the 
wording of outgoing letters. 

— The task of filling the necessary details 
in a form letter can be lefL to clerks re¬ 
sulting in saving of supervisory cost. 

— There is reduction in the cost of produc¬ 
ing the correspondence. 

Drawbacks' Form letters suffer from the de¬ 
ments given below. 

— These letters lack personal touch and 
may not create a favourable impression 
on the receiver. 

— These letters do not have any flexibility 
of dealing with individual cases. 

— The style of such letters is too formal to 
make the desired impact on the recipi¬ 
ent. 

The advantages of form letters far outweigh 
their drawbacks. They are, therefore, a very 
importantpartofcorrespondencein many offices. 
It is desirable that printed matter in the letters 


should be drafted with utmost care and it must be 
of good quality. 

(li) Use of Standard Paragraphs : Sometimes,. 
instead of form letters, standard paragraph may 
be used There are paragraphs or sentences which 
can be used m letters dealing with standard situ¬ 
ations like delay in payment or delivery of goods. 
These paragraphs are prepared with great care to 
give them the ‘personal touch’. They are serially 
numbered and are supplied to typists and corre¬ 
spondence clerks. The clerks or typists use these 
paragraphs while drafting letters on standard 
situations. In order to meet special circumstances, 
non-standard matter may be drafted and used 
along with standard paragraphs. Standard para¬ 
graphs, if drafted carefully, are an improvement 
upon form letters. However, care should be taken 
not to use them indiscriminately. 

The following are a few examples of stan¬ 
dard paragraphs • 


(a) We thank you for your enquiry 

dated__and enclose our latest 

price list as desired. 

(b) We regret very much to inform you 

that we are not in a position to accept 
your order due to_. 

(c) We have received your letter dated 

_and the statement of 

account for Rs_. 


(ui) Methods of Dictating Letters' Apart from 
form letters and standard paragraphs, some letters 
may be separately worded and drafted for specifi| 
purposes. Managers generally dictate such letter^ 
to a stenographer. The following methods may be 
used'by the managers for dictating letters. 


(a) Dictating to a Stenographer, It is very coi# 
mon to dictate letters to a stenographer or a stend* 
typist either sitting face to face or over the inteij 
com. The stenographer, after taking the dictatii 
in shorthand, types it. This method establishes 
direct njpport between the officer and 
stenographer. The stenographer can m; 
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corrections, if any, simultaneously. The draw¬ 
back of the system is that it requires the physical 
presence of the executive and the stenographer 
at the same time. The method is costly. A large 
number of stenographers may have to be 
appointed to provide one to each important 
executive. This may not be justified by the actual 
workload. 

(b) Dictating to a Dictating Machine or Tape 
(or Wire Recorder. This method does not require 
presence of the executive and the stenographer 
at the same time The executive dictates the 
letter to a dictating machine at his convenience, 
The tape is sent to the stenographer or typist who 
replays it and types out the matter at his conveni¬ 
ence. This methodis economical as the number of 
stenographers required is reduced However, the 
method is not yet popular in India 

(c) Dictating to a Typist In this method, letters 
are directly dictated to a typist who simulta- 
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neously types these out either in draft or in final 
form. If the typist is slow and not able to cope with 
the speed of dictation theie wouldbe inaccuracies 
in the typed matter It consumes much time of the 
executive to give dictation directly to a typist The 
method is costly and is used only for personal or 
confidential letters. 

7.S.2 Typing and Duplicating 

Correspondence and other documents should be 
neat and legible. Hence, it is a common practice 
among business firms to send typed letters. This 
facilitates a clear understanding because typed 
matter is easier to read. Neat correspondence 
creates a favourable impression and acts as an 
image-builder. Usually, more than one copy of a 
letter or document is required to be typed. Up to 
4-5 copies can be made out by using carbon 
papers while typing. When more copies are 
needed, duplicating machines may be used. 



Features 

Departmental Typing 

Typing Pool 

(1) 

Distribution of Work 

Itmay lead to uneven distribution of 
work. Some typistsmay be idle, while 
others arc overworked. * 

A more even distribution of work 
can be ensured. 

(II) 

Supervision 

Expert supervisor cannot be 
appointed in each department. 

Expert supervision is possible. 

(III) 

Economy 

It Is uneconomical because each 
department requires its own typing 
staff. 

It ensures economy in the use of 
typing facilities. 

(tv) 

Disturbance 

Noise of typewriters causes distur¬ 
bance in others’ work. 

Other departments are not dis¬ 
turbed by the noise. 

(V) 

Comparison 

Efficiency of typists in different de¬ 
partments cannot be compared 

Relative efficiency of the typists can 
bejudged. 

(vl) 

Urgency of Work 

There !♦ less delay. Departmental 
typists understand the urgency of 
their work. 

Delays arc caused. Work is gen¬ 
erally done on ‘First come first 
served’ basis. There may be delays 
in respect of urgent typing work. 

(vlii) 

Efficiency 

Typists are familiar with departmen¬ 
tal technicalities and can handle work 
more efficiently and accurately. 

Typists are unfamiliar with the 
work of all the departments. 


Fig, 7.11 FEATURES OF DEPARTMENTAL TYPING AND THE TYPING POOL 
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Departmental Typing versus Typing 
(Stenographic) Pool 

There are two ways of organising typing services 
in a large organisation 

(i) Typists and stenographers may be appointed 
in departments for the work of those departments. 
This is called departmental typing. 

(li) The entire typing work of the organisation 
may be centralised in one section called the 
‘Typing Pool’ under a supervisor. 

The difference between the two types of 
organisation will be clear from the comparative 
outline of their features as shown in Fig. 7 11. 

In practice, a mixture of the two systems 
works well. In addition to a typing pool, some 
typists may also be deputed to different depart¬ 
ments. Also, private secretarial service may be 
provided for higher executives. Alternatively, 
the typing pool may be organised under an 
expert supervisor, but individual typists in the 
pool may be attached to departmental executives 
to do their work m case of need. The benefits of 
the typing pool can thus be enhanced. 

7.6 OUTWARD MAIL 

Every organisation undertakes different types of 
correspondence every day After production of 
the correspondence the mail is generally routed 
through a centralised mailing department for 
reasons of efficiency*and economy. In a centrali¬ 
sed system the responsibility is fixed and the 
expenditure on postage is kept under control and 
is properly accounted for. 

The outward mail must be promptly and 
efficiently handled due to the following reasons. 

— Delays in sending replies may result in 
loss of business opportunities. 

— Improper handling of outward mail cre¬ 
ates a bad impression on the receiver, 
c.g, it would be quite embarrassing if a 
letter is under-stamped and the receiver 
has to pay bearing charges as penalty. 


— Delays may result in additional cost to 
the organisation, e.g. a telegram may 
have to be sent, if a letter has been 

delayed. 

For efficient handling of outgoing mail, it is 
essential that the staff engaged in the work 
should have thorough knowledge of postal rules 
and regulations, postagerates and clearing timings. 

7.6.1 Outward Mail Routine 

All outgoing mail passes through the following 
four stages. 

(l) Production ■ The outgoing letters have to be 
produced first This involves draftmgor dictating' 
and then typing of the matter. 

(n) Signaturextnd Control. Every outgoing letter 
has to be signed by some responsible person who 
is authorised to sign it. Cfenerally, correspon¬ 
dence clerks and junior executives are authorised 
to sign routine letters, circulars or form letters. 
Important letters should always be signed by 
departmental heads and in some cases may have 
to be signed even by the Chief Executive. Before 
the letter is signed by the concerned officer its 
contents must be checked and verified. This is 
usually done by the dealing assistant or the super¬ 
visor who miuals it. The original copy of the letter 
is signed in full, while the copies kept for record 
are only initialled by the officer. 

(iii) Referencing: Every outgoing letter has to 
be marked at the top with a reference or code 
number or file number for future reference. This 
is called referencing. Every office has its own 
method of referencing and it is decided by the 
office manager. The reference usually consists 
of departmental initials, file code and the letter 
number. For instance, a letter sent by the pur¬ 
chase department to a supplier may have refer¬ 
ence as Pur/F,71/3089/90. Here ‘Pur’ stands for 
purchase department, ‘F.71’ stands for file pode; 
‘3089’ stands for letter number and ‘90’ stands 
for the year 1990. The addressee of the letter is 
expected to quote this reference number in all 
subsequent correspondence. 
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(i v) Despatching of Outward Mail ■ Despatching 
refers to sending the mail to its destination The 
outgoing mail may be sent through a’messenger 
or il may be sent through the post office or the 
telegraph office. Despatch of outward mail in¬ 
volves the following operations 

(a) Collection of outward mail. 

(b) Folding letters. 

(c) Preparation of envelopes, 

(d) Sealing. 

(e) Stamping. 

(0 Entering in outward mail register or 
post book 

(g) Posting. 

In small organisations, all these operations 
tjre performed by the private secretary or a single 
individual. However, in a large organisation, this 
may be done by a separate section employing a 
number of assistants to perform these operations. 
The functions of the despatch section are dis¬ 
cussed below 

(a) Receipt of Outward Mail Availability of the 
mail in the despatch section from the originating 
departments is essential for its prompt despatch 
The mail may be sent by the departments to the 
despatch section. Alternatively, a messenger of 
the mailing section may visit different depart¬ 
ments* at regular intervals during the day to 
collect mail. 

(b) folding Letters. After the mail is received in 
the4?spatchtSection, the letters are folded for in¬ 
serting into envelopes. Letters and enclosures are 
stapled and folded together. The number of folds 
depends Upon the size of the envelope. Envelopes 
of suitable size should be used. At this stage it 
shouJ$ be checked whether all enclosures are in 
ordctvAny discrepancy must be rectified before 
the Infers are put in the envelopes. If window type 
envelopes are used, the folding should be so done 
that.jthe address becomes visible through the 
win’dpw. Where a large number of letters are to be 
foldg^ folding machines may be used. Such 
machines can fold up to 15,000 letters an hour. 


(c) Preparing the Envelope After folding, the 
letter with enclosures has to be msciled m the 
envelope. The envelope should bear the cim.-cci 
address along with the pin code A complete and 
correct address ensures quick drlivtiy of the 
letter to the addressee. The address can be w mm 
by hand or can be typed Addressing machines 
may be used where there is a regular mailing list. 
Alternatively, addresses are punted in the form of 
stickers which are taken off fiom the mam sheet 
and pasted on the article. This is known as ‘Peel 
and Paste’ method ‘Window’ envelopes are 
commonly used to eliminate wrong addressing. 

(d) Sealing After the folded lettei has been in¬ 
serted into the envelope, the next step is to A’til it 
with an adhesive or gum. Sealing machines am 
used if the volume of the mad is largt, Diherent 
categories of the mail — book post, icgisteied 
post, registered parcel, or insured ai uric must 
be sealed accoidmg to the postal uile.s and i emu¬ 
lations 

(e) Stamping • The next step is to hr postage 
stamps on the mail which is to be sent to flic post 
office Before stamping, the mail should lust be 
sorted out into two categoues fi) the mad to lie 
sent through a messenger, and fn) the mail to be 
sent through the post office. The postal mail 
should then be sorted out into book post, regis¬ 
tered articles, insured articles, express deliveiy 
and ordinary post. Each envelope should then be 
carefully weighed to determine the correct post¬ 
age. This would avoid ovei-or under-stamping. 
An up-to-date post office guide should be avail¬ 
able in the despatch section for ready reference 
This guide contains postal rates and other regu¬ 
lations for different categories of the postal mail. 
Where a large number of letters are sent every 
day, franking machines (discussed later m this 
chapter) may be used. An impression of the 
amount of postage is marked by the machine on 
the envelope. The machine can be obtained from 
the post office against an advance payment. 
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(f) Use of Outward Mail Register or Post Book • 
Letters to be despatched may be recorded in an 
'Outward Mail Register’ or ‘Despatch Register’. 
This register provides columns for entering the 
particulars like date, serial number, name and 
address of the addressee, subject, enclosures and 
value of the stamps in respect of each letteT, If 
such aregister is used, entries are made before the 
folding of letters. Alternatively „a Stamp Book or 
Post Book may be used. The post book maintains 
a record of the outward mail and the amount of 
postage spent on each letter An imprest amount 
of cash or stamps are given to the despa tc h sec tion 
for a week or a fortnight. After this period the 
actual amount of the money spent or the stamps 
used is replenished to the section. The stamp 
accounting in the post book is done on the imprest 
system. In government offices ‘Service’ postage 
stamps are used, which are made available to the 
despatch section. The following is the specimen 
of the post book (Fig. 7.12). 


of the receiver is obtained at the time of delivery 
ordinary mail is posted at the nearest post Box at 
regular intervals. Special kinds of mail like regis¬ 
tered and insured articles, etc , are separately sent 
to the post office. Letters to be sent by Speed Post 
are to be presented at the counter of a post office 
meant for it 

7.7 MECHANISING MAIL SERVICE 

The mail room staff is all the time engaged in 
repetitive operations concerning the incoming 
or the outgoing mail In big organisations where 
the volume of mail >is quite large, there can be 
mistakes and delays when the work is done 
manually Various mechanical devices are 
nowadays available for use in the mailing sec¬ 
tion. These machines ensure speed and accuracy 
of operations. They improve the efficiency of 
the mailing service. Some of the machines which 
can be used in the mailing department are as 
under 


Date 

Stamps 

Received 

Rs V 

Date 

No 

Name and Address 

Stamps used 

Rs P 

Remarks 

1991 

July 1 

100.00 


211 

K & Co Ltd., 

Marine Lines, 

Bombay 

4.50 

Catalogue 



July 1 

212 

AG & Sons, 

MG Road, Jaipur 

10.00 

Rcgd. A/D 



July 1 

213 

SM Brothers, 

Chandni Chowk, 
Delhi 

1.00 




July 2 

214 

PG Si Co. (P) Ltd., 
Bahadur Shah Zafar 
Marg, Delhi 

1.00 



Fig. 7.12 POST BOOK 

(g) Sending Mail: Finally, the posting and deliv- (i) Letter-opening Machine, This machine is used 
ery of letters have to be arranged. Local letters are for opening envelopes of different sizes. The 
generally sent through messengers These letters machmecanbe operated manually or electrically, 
are entered in a Peon Book in which the signature It has a rotary knife edge which slices a very thin 
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strip off the side of an envelope Envelopes can be 
opened at the speed of 100 to 500 letters per 
minute depending on its design. 



Fig. 7.13 LETTER OPENING MACHINE 


(ii) Folding Machine This machine is used to 
fold a large number of letters An electrically 
operated folding machine can fold up to 15,000 
‘sheets per hour. 

(lii) InseriingMachine' Inserting machine is used 
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to insert folded letters into the envelopes at a great 
speed 

/ 

(iv) Sealing Machine The machine is used to 
automatically moisten the flaps of envelopes 
and seal them properly. The machine is very 
useful in those offices where a large number of 
envelopes have to be sealed every day. 

(v) Franking Machine For stamping a large 
number of letters to be sent by post, a franking 
machine can be used. The machine can be pur¬ 
chased or hired from authorised dealers. A li¬ 
cence has to be obtained from the post office. A 
registration number is allotted to the licensee. The 
amount of postage has to be paid to the post office 
in advance A meter in the machine is set by the 
postal authorities with the amount of postage paid 
and then sealed. When an envelope is inserted in 
the machine and its handle is rotated, it prints the 
design and amount of postal stamps and a date 
cancellation mark along with the registration 
number of the- licensee and the place of origin. 
After the amount of postage paid for has been 
used the maeh ne gets automatically locked It 
can be again reset on further payment. 



Fig. 7.14 FRANKING MACHINE 
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SUMMARY 


In every organisation, a large volume of communication takes place with outsiders and also between 
different departments. Much of this communication is in writing and can be described as ‘Mail’. A 
planned and efficient handling of the mail is essential for the success of any business enterprise. Its 
advantages arc 

ft) It facilitates continual contact with outsiders 
( 11 ) It improves inter departmental relations 
(in) It supplements other operations 
(tv) It helps mail order houses. 

(v) 1 l helps to avail oneself of business opportunities 

1. OigaiiKation of Mailing Section 

Mailing strviccs in any enterprise may be Centralised or Decentralised. 

1. V<1 vantages of < neutralised Mailing 

(l) Stand.udisaitnn of mail handling procedures 
tn) Benefits ol specialisation, 
im) HelU'i sujicivision and control 

(iv) Economy m other departments 

(v) Speedy performance 

(vj) Proper accounting of postage stamps 
(vn) Possibility of mechanisation. 

(vm) Special arrangements with the post office. 

Its drawbacks are (i) The mailing department may not appreciate the urgency of some letters, and 
fn > secrecy of letters cannot be maintained 

However, mailing services are generally centralised in organisations handling a large volume of 
irttul Air.mgements with the post office; (i) Post Box; (n) Postbag; (iii) Business reply cards and 
envelopes, and (vi) Speed post. 

.1. Inward Mail Routine 

Inwatd maU handlmg routine consists of 1 

(t) Receiving the mail. 

(n) Opening the mail 
(m) Scrutiny of the contents. 

(tv) Date stamping 

(v) Recording 

(vi) Sorting and distribution. 

(vn) Follow-up, 

4. Dealing with Correspondence 

Correspondence refers to communication in writing. It may be (i) Internal, or (ii) External. External 
correspondence may be centTalised or decentralised. 
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5. Production of Correspondence 

Common methods of drafting correspondence are (l) use of ‘Form letters', (u) use of standard 
paragraphs, and (ni) dictating letters 

(i) Form letter. It is a standardised letter and is used by an enterprise to answer all correspondence of 
a similar nature 

Advantages • (a) Savmg in time (b) Promptness, (c) Uniformity (d) Less supervision required, 
(e) Reduction in cost. 

Drawbacks (a) Lack of personal touch (b) Lack of flexibility in dealmg with individual cases, 
(c) Lack of desired impact on the receiver 

( 11 ) Use of Standard Paragraphs • These are paragraphs and sentences which are prepared in advance 
and supplied to typists and correspondence clerks. They use these paragraphs in standard situations, 
(in) Methods of Dictating Letters The important methods are. ( 1 ) dictatmg to a stenographer, (li) 
dictating to a dictatmg machine, and (lii) dictating to a typist. 

Typing and Duplicating 

All correspondence and written communication are generally typed or duplicated before being 
despatched Typing and duplicating services may be organised in two ways: (i) Departmental typing, 
and (ii) Typing pool The features of the two are 1 

Departmental Typing Typists appreciate the urgency of work and are familiar with departmental 
technicalities However, the system is uneconomical and a comparison of the efficiency of the typists 
in different departments cannot be made. Also, distribution of work among different typists is uneven 
and expert supervision is not possible. 

Typing Pool. Distribution of work among typists is more even; expert supervision is possible; the 
system is more economical and a comparison of the efficiency of the typists can be made. However, 
the typists may no t be clear about the urgency of work and may not be familiar with departmental work. 

6. Outward Mail 

Prompt and efficient handling of die outward mail is essential’ (i) to make the best of business 
opportunities, (n) to create a favourable impression on the receiver; and (iii) to reduce the cost to the 
enterprise 

7. Outward Mail Routine 

1 : Production of correspondence 

2 Signature and control 

3 Referencing . 

4. Despatching of outward mail It involves the following operations; 

(i) Receipt of outward mail 

(ii) Folding letters 

(iii) Preparing the envelope. 

(iv) Sealing 

(v) Stamping. 

(vi) Entering in the Outward Mail Register or Post Book. 

(vn) Posting. 
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8. Mechanising Mailing Service 

Various mechanical devices can be used in the mailing section to ensure speed and accuracy m its 
operations. Some of the machines are. 

( 1 ) Letter-opening machine. 

(ii) Folding machine. 

(in) Inserting machine. 

(iv) Sealing machine. 

(v) Franking machine. 


QUESTIONS 

I. Ohjective-typc 

1 Fill in the blanks. 

(i) _help businessmen to receivereply from then customers who do nothave 

to bear postal expenses. 

(ii) Communication that takes place between different departments of an enterprise is known 

as_mail 

(iii) A centralised typing pool ensures_distribution of work among typists, while 

departmental typing may lead to_distribution of work 

(iv) Delay in sending replies to letters recc'-ed by an enterprise may result in__ 

of business opportunities 

(v) Letters sent through messengers are entered in a_in which the signature of 

the receiver is obtained. 

2. Use a single term for each of the following: 

(i) Arrangement where themailrelating to various departments of an organisation is received 
and despatched from one section. 

(ii) A scheme whereby the letters and articles are delivered by the postal authorities at tneir 
destination on die next day. 

(m) A standardised letter that is used by an organisation to answer all correspondence of 
similar nature 

(iv) A section where the entire typing work of an organisation is centralised 

(v) A machine used for speedy stamping of large number of letters to be sent by post. 

II. Short-answer-type 

1 What are the advantages of having a Post Box number for receivmg your company’s mail? 

2. What is the purpose served by 'Business Reply Cards’. 

3. State the features of ‘Speed Post’ service rendered by postal authorities in India. 

4. How is the scrutiny of the contents of an incoming letter done" 7 

5 State briefly the use of Form Letters. 

6. What benefits are there in using a franking machine 7 

III. Essay-type 

1 What is mailing service? Do you think centralisation of the mail service improves the efficiency 
of handling mail? 
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2. What are the stages through which letters coming into an office pass'? 

3. Write critical notes on the use of (a) Form Letters, (b) Standard Paragraphs, (<.) Dictating 
Machines, 

4 What are the advantages and disadvantages of centralised typing services in an office'? 

5 “A typing pool has more advantages than departmental typing " Do you agree to this statement 1 ? 
Give reasons 

6. Suggest a routine to be followed for an effective and efficient despatch of outgoing correspon¬ 
dence 

7 Outline the functions of the despatch section of the mailing department. Name the various 
mechanical devices commonly used in the despatch section of an office 
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Filing and Indexing 


LEARNING OBJECTIVES 

After studying this chapter, you should be able tr — 

— define filing. 

- oufhne the importance of filing, 

— explain the usefulness of filing. 

— tit difh , ni methods of classification of files, 

—- c>. i i o ‘i ii 'ii 'I'i'ial mid vertical filing, 

— t.„i, ;h ... n>i.‘'.i.i me. iiingol indexing, 
appreciate die importance of indexing. 

- explain the different methods of indexing. 

w « m J »im«urwwuiM> “ <-ui.i.imir»«i»^iii m wi mm ^ 


8.1 INTRODUCTION 

The basic function of an office is the manage¬ 
ment of recoids. Office work involves prepara¬ 
tion and maintenance of records and making 
them available as and when necessary, Manage¬ 
ment of records includes all the activities which 
arc undertaken to classify, preserve, and re¬ 
trieve, when necessary, office papers and corre¬ 
spondence. The two aspects of management of 
records are ‘filing’ and ’indexing’. In this chap¬ 
ter, we shall explain the importance and useful¬ 
ness of filing, classification of files and the 
modem systems of filing as well as the meaning, 
advantages and methods of indexing, 


8.2 NATURE AND MEANING OF FILING 

Office work involves a lot of paper work. Since 
almost everything is in writing a large volume of 
documents, records, correspondence, etc., has to 
be put in order. Filing is the process of organ¬ 
ising the documents and records in a proper 
sequence so that they can be easily located. It is a 
systematic process of arrangement of informa¬ 
tional documents. 

Since filing is concerned with record-keep¬ 
ing it performs certain functions: 

— It stores records for future reference 
and, therefore, performs a library func¬ 
tion. 
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— For framing business policies various 
documents and previous records are 
required. By maintaining and supply¬ 
ing these papers filing performs an ad¬ 
ministrative function 
— Since it preserves important papers 
and records the progress of the office, 
it performs a historical function 
— It performs an information function 
when it makes available the relevant 
information at the right time. 

Thus, filing may be defined as a systematic 
process of maintaining records/documents in an 
easily accessible way for future use and refer¬ 
ence. 

Filing Routine 

It is essential for every office to establish a 
routine to be followed for handling papers, docu¬ 
ments and correspondence. A filing routine con¬ 
sists of the steps to be performed in a particular 
sequence for filing office papers. The routine 
should be communicated to the office personnel. 
This would avoid documents being misplaced 
and ensure the efficiency of the office staff. 

8.3 IMPORTANCE OF FILING 

Filing serves the purpose of proper storing and 
easy and prompt location of office records and 
documents. It may, thus, be regarded as a key to 
business memory. In an organisation, filing plays 
a very significant role because formulation of 
plans and programmes depend on the past per¬ 
formance, experiences and analysis of the re¬ 
sults of action taken. Records of the past per¬ 
formance and experience can be made available' 
only with a proper system of filing. The import¬ 
ance of filing may be attributed to the following 
reasons. 

(i) It increases the efficiency of the man¬ 
agement to handle correspondence. 
With a proper filing system letters 
and documents can be referred to 
without any delay. 

(ii) Follow-up actions can be undertaken 
by sales force to recover outstanding 
payments. 


(ill) Repel Ml • M |.,J, , ,.0,1- 

dence, >> . r ‘'-.."v .;-d vub 

the,help >; * ■ ey.’ly iil.-t' 'i 1 - ;(■ 

(iv) Filing puriccM vahicoh do 
from (furw .: d - 
the sain 1 rjo h? led wiir„w y - 
quired 

(v) On the bash of the recoil 1 '! main¬ 
tained by i he. office the management 
is able to plan out future truous. 

With the use of modem computers, fifing of 
documents has become easier and their retrieval 

more convenient 

8.4 USEFULNESS 

It is not possible for the human brain to remem¬ 
ber all business transactions for a particular 
period Therefore, all (uuisucUona, conimtmk a- 
tions, etc., are usually put on paper and filed. 

The advantages of filing may be outlined as 
follows 

— Efficiency : Since all documents are 
kept in an orderly manner it increases 
the efficiency of the office- and its per¬ 
sonnel 

— Reference If a customer repeats his 
orders, the previous letters can be eas¬ 
ily referred to from the relevant files. 

— Legal Requirements: Somedocuments 
i elating to the partnership deed, cer¬ 
tificate of incorporation, leasing, reg¬ 
istration of land, etc., must be perma¬ 
nently preserved in the interest ol’ all 
concerned. Filing enables preservation 
of such records and documents 
properly. 

— Evidence • Any legal document, corre¬ 
spondence, etc., can be used as evi¬ 
dence in a court of law if any dispute 
regarding transfer of property, or sale 
of goods arises. 

— Planning and Control , The manage¬ 
ment always plans future course of 
action on die basis of past records and 
performance. The recoids arid docu¬ 
ments are easily available with the 
help of a propei filing system. 
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8.5 CLASSIFICATION OF PAPERS FOR 
FILING 

As discussed earlier, in a good filing system the 
required papers must be located without any 
delay This is possible only if papers arc kept in 
a proper manner. For example, in a library, 
books are arranged according to a pre-deter- 
mined classification to facilitate its members 
and readers. In the same way, documents, letters, 
records, etc., should be grouped together m 
separate categories 7'hc office manager should 
evolve a filing system in which all papers arc 
placed m their respective relevant files. The 


system of classification so adopted must be 
made known to the office assistants and execu¬ 
tives handling these documents. 

This classification, depending on the type of 
organisation, could be either any of the following 
or a combination of two or more • 

( 1 ) Chronological. 

(it) Subject-wise. 

(lii) Numerical. 

(iv) Alphabetical. 

(v) Alpha-numerical 

(vi) Geographical. 



AKSHARA LTD 


CALCUTTA CHEMICAL 


Fig. 8.1 CHRONOLOGICAL CLASSIFICATION 
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(i) Chronological Classification 

According to this classification documents arc 
filed strictly in order of the dates of their receipt. 
Thus, papers received on, say, the 2nd of May, are 
put in the file after those received on the 1 st May, 
and so on. Documents are grouped together date- 
wise and kept in a folder In a small office, it is 
more economical and convenient if papers are 
filed chronologically. Similarly, it is more suit¬ 
able for filing papers in a particular department. 
For example, the stores department in an organ¬ 
isation, handling papers with respect to requisi¬ 
tions, challans and other documents can adopt the 
date-wise filing method The person incharge can 
locate any paper if the date is known. However, 
this method of filing is not found suitable for large 


organisations. The large variety and volume of 
papers in the office make location of papers very 
difficult under the chronological filing, 

(ii) Subject-wise Classification 

Under this method papers are grouped together 
according to the subject matter involved. All 
papers, documents, correspondence, etc , per¬ 
taining to a particular subjecl are put together in 
a separate file or folder. For example, a file may 
be maintained for purchases. All quotations and 
tenders invited, the copies of purchase orders, 
correspondence, bills and vouchers, etc., are filed 
together and thus can be easily located for refer¬ 
ence when required. Likewise a file may be main¬ 
tained for orders booked and sales madeon credit. 



Fig. 8,2 NUMERICAL CLASSIFICATION 
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f'sii) Nuinrrical Classification 

This is i' digital systun ol classification of papers, 
By this process, a code number is allotted to each 
subject, sitd i; is indicate,! on Lhe file. This kind of 
classitication r, sbj puiied by a register in which 
the code nunibei s and the corresponding subjects 
are listed. Each number represents a subject and, 
if required, the decimal system, can also be adopted 
for sub classification of the main file Let us take 
an example. If the purchase order for a photocop¬ 
ier is to be, filed, the file may be assigned a code, 
say, 3. The papers relating to service contract may 
then be placed in a separate file numberd 3.1, 
where 1 V stands for the purchase of photocopier 
and ‘3,1’ stands for the service contract 

(iv) Alphabetical Classification 

According to this classification, documents, 
papois, correspondence, etc., received from dif- 
lerenl sources are placed in different files classi¬ 


fied on the basis of the initial letter of the alphabet 
of the subject matter, or the name of the 
company, or the surname of the individual. A 
separate file is maintained for each individual, 
company or subject and the files are preserved in 
accordance with the initial letter of the alphabet 
and the letter following it. For example, all docu¬ 
ments pertaining to Alpha Co. Ltd , will be filed 
in a folder marked ‘A’ or ‘AT. Similarly, all cor¬ 
respondence received from XYZ Ltd. will be 
placed in a file marked ‘X’. Wnhin each file, 
papers may be arranged date-wise. Files then can 
be conveniently located by reference to the initial 
letter of the alphabet of the names. It is a simple 
method and easily understood by the office staff. 
This type of classification is also found in a 
telephone directory and dictionary Difficulty 
arises when the name is very common or if a name 
is spelt wrongly. In that event papers may be clas¬ 
sified under a wrong letter of the alphabet in a 
wrong file. 



Fig 83 ALPHABETICAL CLASSIFICATION 
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(v) Alpha-numerical Classification 

Alpha-numerical classification is one of the most 
popularmethods of classification ofpapers. Under 
this method, papers, documents, etc , are fust 
classified alphabetically, and then code numbers 
allotted to each file for the purpose of sub-classi- 
fication. Thus, it enjoys the advantages of both 
the alphabetical and numerical systems For ex¬ 
ample, the sale orders from different customers 
with namesUkeBajaj,Banerjee, Bhutani, maybe 
classified mainly under ‘B’ and then numbers 1, 
2,3 may be used for the respective names whose 
initial letter is B. The files may then be assigned 
alpha-numerical codes like B/l, B/2, B/3 and so 
on Occasionally this type of combined classifi¬ 
cation is also possible along with the chronologi¬ 
cal classification, that is, alpha numerically 
grouped files can be sub-classified year-wise or 
month-wise. 


EAST 





- NORTH 




(vi) Geographical Classification 


Under this method, papers are arranged in sepa¬ 
rate files marked for different areas, regions or 
states. For example, tire sales department may 
adopt this method of classification. Files may be 
marked zone-wise, i e, North, South, East or 
West, or state-wise or city-wise. All information 
pertaining to a particular customer from a par¬ 
ticular zone, city or state can be readily located. 
It is also suitable for a company having its head 
office at one place and branch offices in different 
regions. Files may be maintained for different-re¬ 
gions separately. Papers relating to each re¬ 
gion may again be sub-divided alphabetically. 
Evaluation of the efficiency of differentregions is 
facilitated if information is classified geo¬ 
graphically 


f 
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ASSAM TEA HOUSE 
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J3ALKISHAN & CO. 


CORONATION LITHO 


COMMUNICATION INDIA 


J BHARAT LEATHER 
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AMPALA SPORTS EXPORT LTD. 


Fig. 8.4 GEOGRAPHICAL CLASSIFICATION 
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8.6 MODERN FILING SYSTEMS 

As discussed earlier, business documents are 
classified in a suitable manner depending on the 
nature and size of the business. After classifica¬ 
tion, files are to be stored so as to protect them 
from fire, theft, damage and dust. Modem sys¬ 
tems of filing and record-keeping mainly consist 
of two methods : 

(i) Horizontal Filing, and 

(ii) Vertical Filing. 

8.6.1 Horizontal Filing System 

Under this method, documents are placed in a 
folder in a proper sequence, one on top of the 
other. On the spine of the file the subject is 
mentioned Then all the files of different subjects 
are placed one after the other horizontally in a flat 
position When any paper is required the con¬ 
cerned file is taken out and after consulting it, the 
file is again put back in the same position. 

Some offices use an index card which may be 
placed at the same position from where the file is 
lifted. Thus, the index will inform the movement 
of the file There are two types of files which are 
used. 

(i) Flat Files . These files have covers made of 
cardboard or thick paper They are fitted with 
metal hinges inside so that papers can be fastened 
together. Documents, letters, etc , as and when 
received, are punched and inserted in the metal 
hinge of the file. They are placed in chronological 
order and they lie one on top of the other. A 
separate file is maintained for each subject or 
customer. 

(it) Arch Lever Files • These consist of a very 
thick file board having a wide spine reinforced 
with an arch lever. Any paper or document is 
punched with two holes and chronologically ar¬ 
ranged papers are put into the hole. Whenever 
necessary the arch lever is pulled up, which opens 
the springs or metal arches and the required paper 
is taken out. There is no need to remove all the 
other papers from the file. 


The advantages of horizontal filing are: 

(i) It is simple and easy to locate the re¬ 
quired file and records. 

(n) Since the papers are kept in a chrono¬ 
logical order they can be easily traced. 

(m) The papers cannot be disarranged as 
they are fixed in the file by the metal 
hinges or arch. 

(iv) It is not necessary to remove any paper 
from the file as it can be referred to 
without being removed 

There are some disadvantages also : 

(i) It does not allow for storing too many 
documents and hence it is not suitable 
for large organisations with a lot of 
filing work 

(ii) More space is required under this sys¬ 
tem than m the vertical filing system. 

(lii) It is difficult to locate and take out any 
paper from the file if there are too many 
papers stored in one file. 

8.6,2 Vertical Filing 

This method is favoured by small as well as large 
offices because of the possible economy of floor 
space. In this system’ business documents are 
placed in files or folders and kept in an upright 
position. The folders/files are stored in specially 
designed steel cabinets usually fitted with draw¬ 
ers. The drawers run smoothly on ball bearings. 
Fire-proof cabinets are also available though,they 
are expensive Cabinets are available in standard 
sizes which can accommodate only the files of 
standard sizes. 

Folders can be specially designed to suit the 
requirements of individual offices. Folders arc 
normally made of manilla board or other strong 
material. The front side of the folder is slightly 
shorter than the back. The extended part of the 
back of the folder is normally used to indicate the 
subject or code number of the file. When the 
drawer is opened, the file can be easily identified 
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Fig. 8.5 VERTICAL FILING 

and located as each file is marked and the subject 
or code is indicated 

The advantages of the vertical filing are . 

( 1 ) It allows for maximum economical use 
of the floor space. 

(li) Documents and letters can be easily re¬ 
ferred to Insertion or withdrawal of 
business documents can be done with¬ 
out any difficulty. 

(iii) Fire-proof cabinets, if used, protect the 
documents of permanent nature. 

(iv) Files can be classified in any manner— 
alphabetically, numerically or subject- 
wise. 

There are certain disadvantages of the verti¬ 
cal filing also: 

(i) It is more expensive than horizontal 
fil mg and hence is not suitable for small 
offices. 

(ii) Folders may slip down the drawers and 
get damaged and misplaced. 


Adaptations of Vertical Filing 

There are certain adaptations of the vertical 
filing system as mentioned below. 

( 1 ) Suspension Filing In the vertical filing 
cabinets, folders may slip down since there is 
nothing to hold them. Therefore, in the suspen¬ 
sion filing cabinet, the drawers are fitted with a 
metal frame inside. The folders are fitted with 
metal bars so that they are hung or suspended in¬ 
side the drawer 



Fig. 8.6 SUSPENSION FILING 

(n) Open Shelf Filing: Open shelves are used for 
the purpose and files are kept vertically. They are 
mainly used for keeping books in libraries. They 
are more economical since the equipment itself 
* is cheaper and can accommodate more files. 

(in) Visible Card Filing Instead of files being 
arranged, cards are placed m open trays or re¬ 
volving racks or filing cabinets. These cards 
contain all important informauon such as name, 
addresses, etc., on the edge of the card and they 
are arranged in the tray so that the edge is always 
visible. This facilitates quick reference and also 
allows for additional information to be inserted. 
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Fig 8.7 OPEN SHELF FILING 



Fig. 8.8 VISIBLE CARD FILING 


8.7 CENTRALISED VS , DECENTRAL¬ 
ISED FILING 

Documents, papers, etc., may be filed either in the 
department itself or in a central place. If they are 
filed in a central place then it is known as central¬ 
ised filing. If different departments file their own 
papers, correspondence, etc,, independently, it is 
known as decentralised filing, A decision has to 
be taken whether the organisation whould adopt 
the centralised or the decentralised system of 


filing. Both methods have their advantages and 
disadvantages 

Centralised Filing A separate department is 1 
created to arrange, maintain and preserve all 
records relating to the different departments of 
the organisation. A common index is prepared 
for all the files placed in one central place, called 
the filing department. The filing department has 
its own separate staff and filing equipment. 
Thus, individual departments need not bother 
about maintaining their records. 

The centralised filing has certain advantages: 

(i) Thefilingequipmentand thefloorspace 
are utilised to their maximum capacity. 
Also, the filing equipment need not be 
purchased separately for each depart¬ 
ment. 

(ii) There is no duplication of records since 
all notices, circulars, letters, etc., are 
filed at one place Copies need not be 
made of all documents. 

(iii) Greater control can be exercised over 
the retention and retrieval of the rec¬ 
ords. 

(iv) There is uniformity m the method of 
classification of documents for filing. 

However, the centralised filing suffers from 
certain limitations also: 

(i) The risk of loss by fire, theft, etc., is 
increased since all records are in one 
place. 

(ii) It is difficult to maintain secrecy where 
confidential documents are concerned. 

(iii) It may cause delay and inconvenience 
to other departments if files and docu¬ 
ments are not available immediately. 
Considerable time is lost in locating the 
file. 

(iv) If a file is lost, it cannot be retrieved 
since there is no duplication of rec¬ 
ords. 
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Decentralised Filing : The filing work can be 
earned out by each department itself also. All 
records, documents, etc., relating to a particular 
department are arranged, maintained and stored 
by that department. For example, the marketing 
department will file itself all correspondence, or¬ 
ders, invoices and documents. Decentralised fil¬ 
ing is suitable for large-scale organisations. 

The advantages of the decentralised filing 

are: 

( 1 ) Documents of confidential nature can 
be safely filed by the department i tself. 

(n) There is no delay in getting documents 
and files since they are readily avail¬ 
able 

(in) It is convenient specially when depart¬ 
ments are located in different geo¬ 
graphical areas. 

However, the decentralised filing suffers from 
some limitations 

( 1 ) The filing equipment has to be pur¬ 
chased separately for each department. 
This involves a lot of expenditure. 

(ii) There is duplication of records, copies 
of the same document may have to be 
filed m two or three departments. 

(in) There is no uniformity in the method of 
classification of filing. 

8.8 NATURE AND MEANING OF 
INDEXING 

It becomes practically impossible to locate any 
document from the large volume of papers filed. 
Some documents however small and insignifi¬ 
cant they may seem to be, may be required for 
reference. It is not possible to go through all the 
files to locate a particular document. The office 
manager should evolve a process which can be 
used as a pointer in the filing section. This pointer, 
be it a piece of card, paper, or a bound register, 
which informs the exact location of a file is called 
an index. Thus, in the filing section the index 


works as a handy tool to spot the required file and 
business document in the shortest possible time. 
Filing is concerned with classification of business 
documents which are preserved for reference, 
while indexing is the shortest channel through 
which one can lay one’s hands on the relevant file 
or document. Indexing can be expressed as an 
efficiency-increasing device in the filing depart¬ 
ment. It is an aid to filing. 

Indexing as the process of locating docu¬ 
ments which have been filed, involves determin¬ 
ing the name, subject or number under which 
papers and correspondence have been arranged. 

8.9 DIFFERENT METHODS OF 
INDEXING 

There are various methods of indexing which can 
be used as an aid to the filing system in an office. 
Depending upon the requirements of the office 
and the nature and size of the filed records, a 
suitable indexing method may be selected There 
are five methods. 

(i) Alphabetical Page Index : It consists of spe¬ 
cially designed pages fitted with a tab indicating 
a letter and on each page the names starting with 
that letter are written along with the page number. 
This type of indexing can be (a) Bound Book' 
Form, (b) Loose Leaf Form. 

(a) Bound Book Form: In this form of 
indexing a register specially designed 
with tabs indicating letters is used. 
Each page is numbered and carries the 
details of each file. All entries relating 
to that particular letter of the alphabet 
are arranged on that page. Pages can 
either be cut to mark a letter or a tab 
may be fixed on each page. This 
method is not expensive and can be 
kept for a long period. 

The main drawback of, this 
bound register or book is that it is not 
flexible and cannot be extended after 
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a specific limit. Thus, it can be useful 
only for a limited number of entries. 
Alteration is not possible if anything 
has been wrongly entered 

(b) Loose Leaf Book Index : This is an 
improved version of the bound book 
type of index. The stiffness of bound 
book indexing system is inconven¬ 
ient for the office to handle In loose 
leaf book index thicker quality of 
paper or card is die-cut or punched to 
fit in between metal hinges with the 
help of a metal screw. 

Pages are not fixed permanently 
so that any page can ife taken out or 
additional pages inserted. To insert 
or remove the pages the metal hinge 
has to be unscrewed This method 
provides for maximum flexibility and 
can be adapted to suit particular re¬ 
quirements. But there aTe certain dis¬ 
advantages also. It takes a longer 
time to locate a particular name than 
the visible referencing system 
Frequent use may damage the outer 
edge of individual leaf as well as the 
punched holes. To overcome this, card 
or paper with more strength and stiff¬ 
ness may be used. Some offices lami¬ 
nate the outer edges of the leaf to 
avoid damage. 



( 11 ) Visible Card Index : Cards of the same size 
arc taken and placed in a flat tray one after the 
other. Each card is fitted into a metal hinge on 
the side of the tray 1 They are placed in such a way 
that one line on each card containing the name or 
title is visible. All the cards are overlapping each 
other but at the same time they are visible. The 
advantages are that it occupies less space and ref¬ 
erence is much faster. Any information can also 
be added without disturbing the arrangement. 

(iii) Vertical Card Index. Cards of the same size 
are arranged vertically in a wooden drawer with a 
metal rod passing through them. Each caTd is con¬ 
cerned with one item of the index. They are 
arranged in alphabetical order and placed in dif¬ 
ferent boxes or drawers. Some cards may have 
tabs attached to them to indicate a letter or a sub¬ 
classification. This kind is used in banks to record 
specimen signatures or in a library as a catalogue 
of books. It has many advantages. It provides for 
flexibility as the number of cards can be increased 
or decreased without disturbing the arrangement. 



Fig. 8.9 LOOSE LEAF BOOK INDEX 


Fig. 8.10 VISIBLE CARD INDEX 
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Cards can be classified alphabetically, numeri¬ 
cally or geographically It is cheap to install and 
simple to understand and operate. 

But it suffers from certain limitations also. 
All the cards are not visible at a glance and may 
get lost or damaged since removal of cards is easy. 
(iv) Strip Index . This is a condensed form of 
indexing It consists of frames which are attached 
to a rod from one side so that it can be rotated 
Strips of paper are cut and fitted on to the frame. 
Information is written on the strip and it can be 
arranged either alphabetically or numerically 
The frame canbe covered with celluloid or plastic 
sheet. This contains more information than any 
other type of index. It occupies much less space 
and is not expensive. But it is not very flexible as 
it is difficult to remove the strips and change any 
information. 



Fig. 8.11 STRIP INDEX 

(v) Wheel Index . Wheel index can be described 
as the horizontal version of the slrm index But 
instead of strips, cards are used and all the cards 
are fitted to a central rod kept in a honzontal 
position. All the cards are individually marked 
either alphabetically or numerically. Each card 
contains details of one or more subjects depend¬ 
ing on the requirements. Each card may have a 



Fig. 8.12 WHEEL INDEX 

signal at the outer edge which can be alphabeti- 1 
cally or numerically arranged m a way that all the 
signals are visible. This indexing system has 
gained popularity because it is simple to operate. 
This portable table top system alloy/s the person 
handling the index to withdraw or insert any card 
easily. 

8.10 REQUIREMENTS OF A GOOD 
INDEXING SYSTEM 

The requirements of a good indexing system 
are 1 

(i) Economical: A good indexing system should 
not only be economical to operate but also use less 
space. 

(ii) Simplicity and Flexibility. An indexing sys¬ 
tem should help the management to record suf¬ 
ficient information in a concise form about the 
subject of the concerned file and should be very 
simple to handle. It must be flexible enough to 
allow for expansion since documents are always 
on the increase. 

(in) Reference Station : A good indexing system 
acts as a reference station, that is, in the case of 
non-availability of any file the index should be 
able to indicate the details of the file and the status 
of the records. An index may also record informa¬ 
tion about the number of recorded documents. 
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SUMMARY 


1. Nature and Meaning of Filing 

The basic function of an office is management of records. Filing is a process of organising the docu¬ 
ments and records in a proper sequence so that they can be easily located. 

2. Importance of Filling 

Filing is important because it increases efficiency, follow-up actions can be taken, correspondence, etc , 
is properly organised, and the management can plan future actions. 

3. Usefulness 

All transactions, communications, etc, are usually put on paper and filed as it is impossible to 
remember everything. The advantages of filing are : it increases efficiency; provides for easy 
reference, fulfils legal requirements, can be used as evidence, and assists in planning and control. 

4. Classification of Papers for Filing 

Documents, letters and records should be grouped together m separate categories. A filing system 
should be evolved in which all papers are placed in their respective files Papers can be classified in 
any of the following ways. 

(i) Chronological: Documents, letters, etc , are grouped together and kept m a folder date-wise, 
l e., papers are filed strictly in order of the dates of their receipt. It is suitable only for small 
organisations. 

(li) Subject-wise : All documents and correspondence relating to a particular subject are put 
together in a separate file. 

(ni) Numerical 1 A code number is allotted to each subject and it is indicated on the file. A register 
is maintained in which the number and the corresponding subject are listed. 

(iv) Alphabetical: A separate file is maintained for each individual, subject or company and the files 
are preserved in accordance with the initial letter of the alphabet of the subject matter or the 
mdividual or the company. 

. (v) Alpha-numerical Papers are fust classified alphabetically and then numbers allotted for the 
purpose of sub-classification Thus, it enjoys the advantages of both the systems 
(vi) Geographical ' Papers are arranged in separate files marked for different areas, regions or 
states It is suitable for a company having its head office at one place and branch offices in 
different regions 

5. Modern Filing Systems 

After the classification files are stored so as to protect them 1 from fire, theft, damage and dust There 
are two methods. 

(i) Horizontal Filing : Documents are placed in a folder one on top of the other m a flat position. 

(a) 'Flat Files • These are made of cardboard or thick paper and are fitted with metal hinges. 
Documents are punched and inserted into the file in a chronological order 

(b) Arch Lever • Files are made of very thick file board and are fitted with an arch lever. 
Documents are punched with two holes. The arch lever is pulled up, which opens the metal 
arches, and the document is inserted. 
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The advantages of horizontal filing are ■ It is simple, papers can be easily traced, they cannot get 
disarranged, and there is no need to remove any paper. 

But it has some disadvantages also: It is not possible to stqre too many documents, more space is 
required, and it is difficult to take out any paper, if required 
(ii) Vertical Filing Business documents are placed in files or folders and kept m an upright position. 
The files are stored in specially designed cabinets, usually fitted with drawers. The folders are 
normally made of manilla board and the front side of the folder is slightly shorter than the back. The 
advantages of vertical filing are : It allows for economical use of the floor space; makes for easy 
reference, and classification can be done in any manner 

It has certain disadvantages also,.'It is more expensive and there is a possibility of folders slipping 
down and getting damaged or misplaced. 

There are certain adaptations of the vertical filing system as mentioned below. 

Suspension Filing • The drawers are fitted with ametal frame inside and the folders are fitted with metal 
bars so that they can be suspended inside the drawer 

Open Shelf Filing • Open shelves are used and the files are kept vertically in these shelves. 

Visible Card Filing . Cards are placed in oplen trays and they contain all important information on the 
edge of the card. They are managed in such a way that the edge is always visible. 

6 . Centralised vs. Decentralised Filing 

A decision has to be taken whether the organisation should adopt the centralised or the decentralised 
system of filing 

In a centralised system of filing, a separate department is created to maintain all records relatmg 
to the different departments of the organisation. It has certain advantages, maximum utilisation of the 
floor space and filing equipment, no duplication of the records, greater control, and umforinity of 
classification. 

But it suffers from some limitations also 

There is risk of loss by fire and theft, it is difficult to maintain secrecy; it causes delay and incon¬ 
venience, and if a file is lost, it cannot be retraced, 

In a decentralised system of filing, all records, documents relating to a particular department are 
maintained by that department itself The advantages are • confidential documents can be handled and 
there is no delay and inconvenience However, there are certain disadvantages also: the filing 
equipment has to be purchased separately, there is duplication of records and there is no uniformity. 

7. Indexing 

Indexing is the process of locating documents which have been filed. It involves determining the name, 
subject or number under which the papers and correspondence are arranged. The index informs the 
exact location of a file and also the position of a document Thus, the index is an efficiency-increasing 
device and a handy tool to spot the required file in the filing department 

8. Different Methods of Indexing 
There are five methods of indexing ; 

(0 Alphabetical Page Index, Pages are specially designed fitted with tabs indicating a letter. There are 
- . two types: 

(a )"'Boutid Book Form : A register specially designed with tabs indicating letter is used. Each page 
is numbered and carries the details of each file. 
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(b) Loose Leaf Book. This is an improved version of the bound book type of index Pages are of 
thicker paper or card and are punched to fit in between metal hinges. They are not fixed 
permanently and are more flexible. But it takes a longer time to locate a particular name 

(li) Visible Card Index: Cards of the same size are placed in a flat tray so that one line on each card 
containing the name or title is visible They are fitted into a metal hinge on the side of the tray. 

(ni) Vertical Card Index' Cards of thesamesize are arranged vertically in a wooden drawer with ametal 
rod passing through them. Each card is concerned with one item of the index and they are arranged 
alphabetically. It provides for flexibility and is simple to understand and operate But the cards are 
not visible at a glance and they may get lost or damaged. 

(iv) Strip Index It consists of frames which are attached to a rod from one side so that it can be rotated. 
Strips of paper are fitted on to the frame and information is written on the strip and arranged 
alphabetically 

(v) Wheel Index: All strip cards are fitted to a central rod kept in a horizontal position Each card 
contains details of one or more subjects depending on the segments, and are arranged alphabetically 
or numerically. It is simple to operate and withdraw or insert any card 

The requirements of a good indexing system are that lL shouldbe economical, simple and flexible 
and act as a reference station 


QUESTIONS 


I. Objective type 

State whether the following are true or false 

(t) Secrecy can be maintained if the centralised system of filing is adopted. 

(it) It is easy to locale papers in a large organisation if they are filed ch ronologically 
(ill) In open shelf filing cards are placed in open trays. 1 2 3 4 

(iv) It is almost essential to maintain an index if files have to be locatej 

(v) Vertical'card index may be used in the library j 

! 

II. Short-answer type 

1. Explain the importance and usefulness of filing 

2. State the meaning of filing routine. 

3 Why is indexing considered important' 7 

4. Explain the alpha-numerical method of classification of papers tor.tiling— 

5. State the meaning of filing and indexing. 

6. What are the essential requirements of a suitable indexing system? 
in. Essay-type 

1. Discuss the relative merits and limitations of the centralised and the decentralised filing, 

2. Describe the different methods of indexing 

3. “The vertical filmg system is better than the horizontal filing ” Discuss. 

4. Explain the different methods of classification of papers for filing. 




